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Foreword

Government of Uganda has been implementing the Intergovernmental Fiscal Transfer Reforms (IGFTRs)
since the FY 2015/16 with the intention of addressing the challenges in the financing of Local Government
Service Delivery through improving adequacy and equity of Local Government grants, improving efficiency in
the implementation of services at the Local Government level and supporting Central Government Ministries,
Departments and Agencies to effectively perform the oversight function.

Accordingly, the Office of the Prime Minister (OPM) coordinates the third objective of the reforms i.e.
improving the efficiency of Local Governments in the delivery of services by providing incentives for improved
institutional and service delivery performance through a reward and sanction system. In this regard, OPM in
conjunction with the line Ministries, Departments and Agencies and Local Governments and with support
from Development Partners designed a comprehensive Local Government Performance Assessment (LGPA)
framework which is operationalized through Assessment Manuals that are used over a period of three financial
years. The performance assessment exercises have contributed to improvement in LG compliance to policies,
laws and guidelines.

The 2024 Local Government Service Delivery Assessment Manual is the 3rd edition with the thrust towards
improvement in the quality and usability of infrastructure projects (asset results) as well as quality, access
and efficiency of service delivery outcomes.

This manual has been developed through a comprehensive process which involved conducting qualitative and
quantitative studies, review of secondary data, consultations with respective MDAs and all LGs as well as field
testing and refinement to inform identification of indicators that are likely to have the highest marginal effect
on asset results and service delivery outcomes.

| call upon all stakeholders including; MDAs, LGs and non-state actors to embrace this Manual as a key tool for
continuous improvement in the execution of their mandated roles and responsibilities towards improvement
of LG performance and service delivery outcomes.
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| take his opportunity to thank the LGPA Taskforce, MDAs and LGs that contributed to the revision of the Manual.
These include; Ministry of Finance, Planning and Economic Development, Ministry of Local Government,
Ministry of Education and Sports, Ministry of Health, Ministry of Agriculture, Animal Industry and Fisheries,
Ministry of Water and Environment, Ministry of Gender, Labour and Social Development, Ministry of Works and
Transport, Ministry of Lands, Housing and Urban Development, Ministry of Public Service, Local Government

Finance Commission, National Environment Management Authority, Public Procurement and Disposal of
Assets Authority and all Local Governments.

Finally, OPM acknowledges the technical support from the World Bank and MES & Partners Limited towards the
design and implementation of the Local Government Performance Assessment framework and this Manual. |
look forward to further collaboration with all stakeholders in improving service delivery in our country.

For God and My Country

PERMANENT SECRETARY
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Abbreviations

AHPC Allied Health Professional’s Council

ADHO MCH Assistant District Health Officer Maternal and Child Health
ANC Antenatal Care

AWP Annual Work plan

BEB Best Evaluated Bidder

BoG Board of Governors

BoQ Bills of quantities

BPR Budget Performance Report

CAO Chief Administrative Officer

CcDo Community Development Officer

CFO Chief Finance Officer

CG Central Government

CME Continuous Medical Education

C/PLCV Chairperson Local Council 5

CPD Continuous Professional Development
DCDO District Community Development Officer
DCO District Commercial Officer

DDEG Discretionary Development Equalization Grant
DEC District Executive Committee

DEO District Education Officer

DES Directorate of Education Standards

DHIS District Health Information System

DHO District Health Officer

DLI Disbursement Linked Indicators

DNRO District Natural Resources Officer

DPMO District Production and Marketing Officer
DPO District Production Officer

DQA Data Quality Assurance

DSC District Service Commission

DWO District Water Office

DWSCC District Water and Sanitation Coordination Committee
EMIS Education Management Information System
EPI Expanded Programme on Immunization
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ESHS Environment, Social, Health and Safety

ESIA Environment and Social Impact Assessment
ESMPs Environment and Social Management Plans

FDTC Fiscal Decentralization Technical Committee

FFS Farmer Field Schools

FP Family Planning

FY Financial Year

GKMA Greater Kampala Metropolitan Area

GRC Grievance Redress Committee

GRM Grievance Redress Mechanism

HC Health Center

HIV Human Immunodeficiency Virus

HLG Higher Local Government

HMIS Health Management Information System

HoD Heads of Department

HR Human Resource

HRM Human Resource Management

HUMC Health Unit Management Committee

IGFTRs Intergovernmental Fiscal Transfer Reforms

IPD In-Patient Department

LG PAC Local Government Public Accounts Committee

LG Local Government

LGHT Local Government Health Team

LGMSD Local Government Management of Service Delivery
LGPA Local Government Performance Assessment

LLG Lower Local Government

LoCAL Local Climate Adaptive Living Facility (LoCAL)
MAAIF Ministry of Agriculture, Animal Industries and Fisheries
MC Municipal Council

MDA Ministries, Departments and Agencies

MEO Municipality Education Officer

MIS Management Information System

MoGLSD Ministry of Gender Labour and Social Development
MMR Maternal Mortality Rate

MoES Ministry of Education and Sport

MoFPED Ministry of Finance Planning and Economic Development
MolLG Ministry of Local Government

MoPS Ministry of Public Service

MoU Memorandum of Understanding

MoWE Ministry of Water and Environment

MPDSR Maternal and Perinatal Death Surveillance and Response
MSI Micro- Scale Irrigation

NAPR National Annual Performance Report

NGOs Non-Government Organisations

NITAU National Information Technology Authority Uganda
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NMC National Medical Council

NWR Non-Wage Recurrent

0AG Office of the Auditor General

0&M Operation and Maintenance
OPAMS Online Performance Assessment Management System
OPD Outpatient Department

OPM Office of the Prime Minister

OSR Own Source Revenue

PA Performance Assessment

PAC Public Accounts Committee

PDU Procurement and Disposal Unit
PHC Primary Health Care

PHRO Principal Human Resources Officer
PIA Principal Internal Auditor

PIP Performance Improvement Plan
PLE Primary Leaving Examination

PMs Performance Measures

PPDA Public Procurement and Disposal of Assets Authority
PTR Pupil to Teacher Ratio

QR Quick Response

RDC Resident District Commissioner
SAE Senior Agricultural Engineer

SAS Senior Assistant Secretary

SEO Senior Environment Officer

SEP Stakeholder Engagement Plan

SIPs School Improvement Plans

SLMO Senior Land Management Officer
SMART Simple, Measurable, Achievable, Realistic, Time Bound
SMC School Management Committee
SMSs Subject Matter Specialists

SNE Special Needs Education

SPA School Performance Assessment
TELA Teacher Effectiveness and Learner Achievement
TPC Technical Planning Committee
UBOS Uganda Bureau of Statistics

UCE Uganda Certificate of Education
USE Universal Secondary Education
UNEB Uganda National Examination Board
UPE Universal Primary Education

USE Universal Secondary Education
VAC Violence against Children

VHTs Village Health Teams

WB World Bank

WSCs Water and Sanitation Committees
WSS Water Supply and Sanitation
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PERFORMANCE
ASSESSMENT

1.1 Overview of the Overall Performance Assessment Framework

a.  LGMSD Performance Assessment.complements but does not substitute existing monitoring framewaorks.
The existing monitoring frameworks include: National Annual Performance Report (NAPR); Barazas; Local
Government (LG) Score Card; Routine Inspection and Monitoring by the respective Ministries, Departments
and Agencies (MDAs); Audits by Office of the Auditor General (OAG) and Public Procurement and Disposal
of Assets Authority (PPDA); and Certificates of Compliance issued for example by National Planning
Authority and Equal Opportunities Commission.

b.  Although performance assessments for local governments that do not cover the entire country are
not explicitly mentioned, they are conducted within this performance assessment framework. These
performance assessments include: (i) Local Climate Adaptive Living Facility (LoCAL) performance
assessment; and (ii) performance assessment for Greater Kampala Metropolitan sub-national entities.

c.  The Performance Assessment Framework has three levels: Level 1: Service Delivery Facility & LLG
Performance; Level 2: Local Government Management of Service Delivery; and Level 3: CG Oversight of
Service Delivery

d.  Thismanual focuses on Level 2, which is Local Government Management of Service Delivery. The Manual
should be read together with those for Level 1 including: (i) LLG Performance Assessment Manual; (ii)
School Performance Assessment Manual; and (iii) health facility assessment as well as for Level 3, Central
Government Qversight of Service Delivery.
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LGMSD PERFORMANCE
ASSESSMENT
PROCESS

Part two of the Manual presents an overview of the assessment process which: (i) consolidates the strong and
addresses the weak elements in the previous assessment systems; (i) has strengthened in-built quality control
arrangements; and (iii) which is cost effective.

2.1 Preparatory Activities

a. Raising and widening the awareness of the LGMSD PA system:
This will be achieved by:

Vi,

Vil.
vii.

Printing sufficient copies of the LGMSD PA Manual, sharing with Heads of Departments (HoDs),
other staff and elected leaders within the LG.

Sharing of soft copies of the LGMSD PA Manual through use of internet-based technology;
Government online websites (e.g. budget website), email system, social media platforms and
uploading of the LGMSD PA Manual on QR code among others.

Orientation of MDAs to appreciate and disseminate the new LGMSD PA system during their routine
engagements with LGs.

Preparation of the popular version of the manual/system for the consumption of the wider public.
Organising meetings in each of the LGs to orient all stakeholders (technical and political leaders), on
the: (i) process; (ii) indicators and justifications; and (iii) implications of the PA exercise including a
trajectory of funds gained or lost in the past performance assessment exercises.

Emphasizing the revised performance assessment systemin the LG Budget workshops. For example,
during the regional budget consultation workshops, OPM shall present the reformed assessment
framework and communicate any addendum/addenda to the LGMSD PA Manual.

OPM issuing a circular on the LG performance assessment exercise.

Communicating the performance assessment road map through pull-outs in the media.

b. LG preparation for the LGMSD PA exercise:
Office of the Prime Minister in liaison with Ministry of Local Government shall:

Encourage the Accounting Officers in LGs to prepare for the LGMSD PA exercise as a good
practice. This may involve assignment of staff as Focal Point Persons for the LGMSD performance
assessment.
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Encourage LGs to integrate the requirements of the performance assessment system into staff
work schedules.

Institutionalise conducting of mock performance assessments by the Local Government staff as
part of their routine support function.

c. Procurement and management of Credible Independent Assessment Teams:

Vi
Vil

Details of team composition including expertise, numbers and coordination arrangements will be in
the consultant’s terms of reference.

OPM shall put more weight during the technical evaluation on the qualifications and practical
experience of the individual team members in the performance assessment process.

OPM shall provide effective induction and orientation of the team members to ensure a standardised
performance assessment process. This should include the rationale for inclusion of the performance
measures into the Manual. To be effective, induction of teams shall be based on thematic areas
(clusters) and include testing general understanding of tasks by team members.

Performance assessment team members shall sign the code of conduct and OPM will monitor
adherence.

OPM shall make it a requirement for the LGs to provide feedback on the conduct and performance
of the assessment team members. OPM shall analyse and use the individual team member's
performance results during the selection of consultantsin the forthcoming performance assessment
exercises. OPM shall create a data bank with the profiles and conduct due-diligence on assessors.

MoFPED and OPM shall ensure timely procurement of independent firms.

There shall be arotation of firms each year. Firms will not be contracted to assess LGs they assessed
in the previous FY.

2.2 The Performance Assessment Process

a. Data collection:

1

Vi,

Vil.

viil.

Standardized checklists for conducting the performance assessment exercise with illustration of
the details required in the performance assessment report will be developed. However, the checklists
should not substitute the performance assessment manual.

OPM will give advance communication of the assessment exercise to LGs.

In as far as possible, secondary data at National level will be utilised to assess service delivery
outcomes as specified in the assessment manual;

An entry meeting at the commencement of the performance assessment exercise to explain the
objectives, process and requirements from the LGs will be conducted. The entry meeting schedule
and attendance list of assessors/participants shall be submitted to OPM.

The assessment teams shall interview staff at the LG level and review documentary evidence.

The assessment teams will then sample’ LLGs, projects, service delivery units and beneficiaries and
conduct fieldwork to verify the performance assessment results.

An exit meeting at the end of the performance assessment at the LG will be conducted. During the
exit meeting, the preliminary performance assessment findings shall be discussed with the LGs.
The assessors will spend 3 days in a LG to do data collection and reporting

The sampling criteria and sample sizes are outlined in the respective performance assessment areas.
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b. Production of the LG specific Performance Assessment Report:

. Assessment firms will enter results in OPAMS and upload the evidence. OPM shall enhance OPAMS
functionality to allow uploading of evidence including requesting extra space from NITA-U.

il.  Internal quality control by the assessment firms and submission of the draft reports on OPAMS
should be done within 2 days after LG level performance assessment.

c. Grievance redress:

. Local Governments should review the draft performance assessment report on OPAMS and raise
grievances if any within five days. OPM shall include a new functionality on OPAMS for reviewing
and giving feedback by LGs. This will incentivise the assessment firms to field competent team
members and provide accurate and comprehensive information.

d. Quality assurance:

. LG PA Task Force shall conduct targeted spot checks especially in LGs where: (i) grievances have
been raised; and (ii) those LGs with the very high scores and very low scores even if they have not
raised grievances. The LG PA Task Force will provide feedback on OPAMS - this will require a new
functionality on OPAMS.

ii.  OPM shall communicate the findings from the spot checks to the assessment firm to enable them
to address the issues raised and upload the draft final report on OPAMS.

ii. LG PA Task Force shall validate the Performance Assessment Report within 10 days after the
Assessment Firm has uploaded the report on OPAMS.

e. Production and Approval of the LGMSD PA report:
. The Independent Assessment firms shall prepare Regional Synthesis Reports as well as Regional
Process Reports.
il.  OPM shall prepare the National Synthesis Report.
ii. ~ OPM shall present the draft National Synthesis Report to the LGMSD Task Force for review.
iv.  OPMshall present the National Synthesis Report to the Fiscal Decentralisation Technical Committee
(FDTC) for discussion and approval.

f. Computation of overall scores for the LGMSD results:

The computation of composite scores for the Local Government Management and Service Delivery (LGMSD)
assessment integrates performance across multiple assessment areas including Education, Health, Water and
Sanitation, Micro Scale Irrigation (MSI), and Production. These composite scores are designed to provide a
holistic measure of performance by combining the functional effectiveness of service delivery with the condition
and adequacy of related infrastructure assets. The methodology recognizes that service delivery outcomes are
directly influenced by the state of infrastructure supporting these services.

For Education, Health, Micro Scale Irrigation, and Production, the composite score is computed as the simple
average of the Performance Area Score and the Infrastructure Assets Score. This formula gives equal weighting
(50% each) to both service area outcome and quality of the infrastructure. Mathematically, Composite Score =
(Performance Area Score + Infrastructure Assets Score) / 2.
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For Water and Sanitation, the computation adopts a weighted approach to better reflect the relative importance
of service delivery performance relative to infrastructure asset as guided by the Line Ministry. In this case, the
Performance Area Score contributes 60% of the total composite score, while the Infrastructure Assets Score
contributes 40%. Mathematically, Composite Score = (0.6 x Performance Area Score) + (0.4 x Infrastructure
Assets Score).

For Overall Local Government (LG) Score, it is computed as the simple average of the composite scores
obtained from the six performance areas under review. This ensures that each sector contributes proportionately
to the total performance assessment and that strong or weak performance in any one sector appropriately
affects the overall score. See table below for summary computations.

COMPUTATION OF FINAL LOCAL GOVERNMENT SCORES
OPAMS SCORES FINAL COMPUTED SCORE
L (7] R (7]
< = 8 = gl < s o w g
2 @ 2| = o | 2 @ L = @ »
2|l L 2|8 Sl = 2 @ = s 3] =
2 S £ 8§ 2 3 &8 8 £ 5 S @ 3 8
o= =) ] = T n o = = o = 7] o (72}
EE 22382 £ E B : =3 2 £ o
i) —
£ Y1 X1 |X2 X3 (X4 |X5 |Y1 |Average |Average |Weighted Sum |Average |Average g
2 (Y1,X1) |(Y1,X2) |(0.4Y1,0.6X3) |(Y1,X4) |(Y1,X5) &
DLG (80 |55 |74 |71 57 |58 190.0|67.5 77.0 74.6 68.5 69.0 7277
MLG (90 |98 |91 |N/A |N/A 100 |90.0/94.0 90.5 N/A N/A 95.0 92.38
City |62 |76 |63 |N/A |[N/A |84 162.0/69.0 62.5 N/A N/A 73.0 66.63

Note: This is based on the Grant allocation formula (refer to table 2)

g. Use of the performance assessment results:

. MoFPED will use the results in the allocation of the development grants before the issuance of the
second Budget Call Circular every February. The allocation formulae for the performance-based
grants will have two components.

. Component 1: Allocation based on needs-based formula (basic variable)
. Component 2: Allocation based on performance assessment results computed as indicated
in table 2.
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Table 2: Computation of Grant Allocation Based on Performance Assessment Results

Grant Basic Performance |Performance |Performance |Performance |Performance |Performance
Formula |Assessment |Assessment |Assessment |Assessment |Assessment |Assessment
% Results Results for Results Results Results for Results for
for Visible Education for Health for Water MSI Outcomes |Production
Outputs (%) |Outcomes Outcomes Outcomes Outcomes?
DDEG 50% 50%
Education 50% 25% 25%
Development
Grant
Health 0% 50% 50%
Development
Grant
Water 50% 20% 30%
Development
Grant
MSI Grant 60% 20% 20%

Note that in future service outcome results will impact the allocation of part of the respective sub-programme
specific recurrent grants — a minimum fixed share (allocation) will be maintained to ensure minimum service
delivery levels.

Ministry of Local Government (MoLG) shall use the results to develop Performance improvement
Plans (PIPs).

MDAs shall use the performance assessment results to guide their routine oversight and support
functions.

h. Dissemination of the LGMSD PA Results:

OPM shall:
. Conduct National level dissemination by end of March each year.
ii.  Disseminate the reports to individual LGs including funds gained or lost. This may be done during
the barazas to ensure all stakeholders get first-hand information.
iii.  Produce a popular version of the report to be disseminated to stakeholders through various media
e.qg., newspaper pull-outs.
Iv.  Use media., newspapers and radio talk shows to discuss the results and the implications.
V. Use on-line dissemination of results including social media platforms — customised LGs results and
implications.
vi.  Make it a requirement for the LG to discuss the performance assessment results and develop an
action plan (PIP) to address the challenges.
me Assessment Results for Production in FY 2024/25 will be used as a baseline.
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3.1

LGMSD
PERFORMANCE
MEASURES

Introduction

3.1.1 Overview of the key Changes to the Performance Measures

a.

The performance measures put more emphasis on outcomes/results for both services and assets (visible
outputs).

The process indicators that are included are only those that are likely to have a greater marginal impact on
infrastructure and service delivery outcomes.

The number of indicators has been reduced to give them more weight.

Indicators that are consistently met by all LGs have been removed/left out.

Raised the bar by introducing the forfeiture principle whereby for a LG to score, has to meet a number of
related indicators.

3.1.2 Principles for Selecting Indicators of Performance

The indicator should be under the mandate and control of LGs — attributable to LGs.

The indicators should be comparable in a standardized/objective manner across LGs — SMART (simple,
measurable, achievable, realistic, time bound).

The indicator should measure efforts of a LG — to avoid giving advantage to a few LGs because of context.
Indicator should be assessed across all LGs annually.

Indicators should not be easily stage managed (‘just ticking the boxes") - focus on “function” instead of
‘form”.

Indicators should be assessed once — i.e., there should be no overlap across indicators in the assessment
manual.

Indicators should be likely to have a greater marginal impact on infrastructure and service delivery
outcomes.

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

OMINENETER

‘97 3Y1 18 89111 WWI0D

/uonninsul JUBA3|a)
ay1 Ag sinohe
pue uoI1eaN1oads

0 9409s s109(01d pajdwes ||e Jo} 1noAe| paroidde
pue suonealyoads /ubisap paroidde ou sey 97 ays J|

"0 2103 3S|2 10 G| 9109S
s109(01d pajdwes |e Joj 1noAe| panoidde pue suorealiosds
Jubisap yum Ajdwod s10a(oid ainjoniiselyul |je j|

InoAe)
pue subIsap y1im 30ueldwod J0j %93Yd pue A4 snolaaid
3y} wou (pajuswia|dwi 103(oid ainjonuisesjul ue i a1ay)

alaym weibold-gns Jad |) s10a(oid g ises) je sjdwes e
1noAe| a1is pue subisaq panoiddy e

103]|02 J9auIbug 97 wo

‘A4 snoinald
3y} ul 97 8y Ag paroniisuod syosfold ainjonsiseljul e

G :9103s winwixeyy
"(SwJou swwielboud-gns pue SuoIIpuod 3MS 0} 3|qeins
1noAe| panoidde pue) suoiealyioads /ubisap Jad se (buiob
-U0 J0 pa39]dwod) A4 snoirsud sy} ui s303(01d ainjonJisesjul
||e P3| |EISUI/P310NIISU0D 97 Y} 1By} 30USPIAT

wnofe| panoidde

08 :2109S Wnuwixeyy

/subisaq panoiddy e 0 1S1| B UIB1qO '1I0day 30uewlio)iad 19bpng ay1 wol4 | pue suoneayiaads /ubisap 0) aaueljdwod ainjonnseyu)  °| Ayjenp
}nsay 19ssy
uoneIYLIIA JO SUBd| aping Hu109g pue 3INpadvid JUBWSSASSY 9JUBWLIO}ID JO SIOJRIIPU|| ON | 3INSEd)\ doUBWIO}IRd

"9|dwies ayy ul pasiiiond ag pjnoys 1unodde 92104 buisn pajuswajdwi s1o3fold il
"S9YIS 3y JO au0 3jdwies ‘sayis 3jdiynw sey 193foid e 3sed uj “swelboid-gns Juaiayip ayl bunussaidal syosfold ainjondiseljul (9) xis 1sea| 1e gjdwes Il
‘A4 snoiaald 3y ur pauaws|dwi s10aloid ainjoniiselul sy ysijgelss 01 Loday aouewlioad 196png syl mainsy |
buiidwes uo souepinb |eloAg q
'90IN0S BuIpuny JO 9AI109ASALI SIUSWUIBAOS) |07 3y} Ag pajuswisjduir s10aloid ainjoniiseljul jje 01 Aldde souewopiad jo siojealpul asay e

910N

s}9ssy aimonJisesju] - synding 3|qisiA a|qesn pue Aujend jo A13A1j3Q asIAjuadU| 0} Siojedlpuj pue SNd  Z°€

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

$4S01 Ja1em/ spueis dey (1) ‘sytomiau padid (n) ‘wiaisAs buidwind ajqerjal (A1) ‘SioAIasal 10 syuel abeloss (1) ‘(uones|ly 1o
UOITBULIOJYO [BUOIOUN]) S31]I08) JUSLUIBS] Ja1EM (1) ‘SIN1oNJIS 3YeIUI PUE 32In0S Ja1em a|qeljay (1 {TIaTSAS TaTem padid 107 ‘s1ay10 BUOLIE S301A18S [B100S [BUBSSS 0} A)IAI93U0I puE abeubis PEol ‘(SPUB)aM 10 SWEaNS 19l 3} S3SS0J0 PEOI 3U)} 3JaUMm)
S}IaAIN0 J0/puUE S3BPIIC (LUBLIEW 1O [ARI6) [ELISYELL 90BLINS 3|qe)INS ‘abeurelp Jadold TSPEOTI0] ‘PlIyd I auy 1o} AIjioe)/stoo) Buiysep (0 Ja1em BUuLp ajes (U Ajioe) Buiysem pueH (W'jje1s pUe SIaUles] spasu [210ads pue Jje)s ajew 'sialiea) jeul
10} [eunn a}eledas v (| ‘1S pue SIaules| Spaau [e103dS ‘J4eis S[ewa) ‘JJels || ‘SIaules) ajewa) ‘Siaules| sjew 1oy s1a)103/sauliel 1d a1eedas (3 ‘sjeraiew uononisul Jo abelols oy uoisiaold v ([ (A1ewidd) uaupjiyo Joy 39eid bunsal (1 ‘punodwod ayy
UIYYIM 3SNOY S,uonn1isul Jo peay v (Y ‘2101s %00q v (b ‘(Arewiid 1oy Jou) woos 32ua1ds asodind-iynw/Aloleloqe| v ‘(Alewid) Jaulod buipeas ‘(A1epuodas) Ateiqi v (3 ybney ssejo A1ana 10} W00ISSe| (3 'SS900e ASea Joj sdwey (p ‘Uayaiy e (9 ‘9101s
|eJauab (q ‘wool Je1s v (B ‘apnjoul Saly|ioey dIseq ay} — TOTFEINpa 104 Jojesauidul/id ejuade|d piem [esauag/ANulsie|y ay) pue juswpedap Jusiieding sapnjoul saiiuawe paiinbal syl ||| OH 1v 1ojelauroul/id eyusde|d ‘pJep AHUISIE pue plep [eJauas)

‘311e3y) [euonesadp ‘810 ASH Yim a103s Bnig Yuswipiedap 1usiedino ‘aie Al OH 1e 3IN1onJiseljul dIseq ayl — JIESY JopU 9|gesn si103(04d ainjonuiseljul sy 18y ains axew 0} st asodind sy “apinb e si 810U3004 SIYY Ul JUSIU0D 8y | v
‘Buip|ingal pue uoiyjowsp BuLINbal 90UIY 91e1S JUSAND Y} Ul PISN 3¢ JOUUED ‘B)1| 01 )SH 350d ‘[eINIONS 1€ S}0a4ap alaym Juearpubig *(siuednooo Buip|ing sy} 03 SuIB0U0d Alajes asod Jou pinom ing Bulp|ing ays jo
AJjigesn ‘AuiBa1ul [BIN1ONAS 103)4e ASU)) [BINIONIIS 1B S109J3p aJaym alesapoly (S1uedndado sy} 0} SUI0U0D A1ajes asod 10U pinom pue Ajigesn 19a)Je 10u op ‘A1iB31ul [BIN1ONIS 103)JE 10U 0P A3U3) [BINIONIS-UOU 1B S109J3P IayMm Jouljy e

*0 2109s 3|3 10 (| 3109S
asodind papuajul ay 1o} pasn pue [euoidUN; 3Je YoIym
SalluaWe 2ISeq 3y aAeY $103(01d 8In1oNSEIUI BYL |

‘A snoinaid oy} 01 -2409s winuiixep

woly (wedboid-gns Jad |) s10s(0ld (9) XIS 1se3) 1€ 9jdwies ,as0dind papuayul ayy
‘A4 SnoiAaid | 10} pasn pue [euoijouny ale YoIym SalHuswe OIseq
3y ur 97 ay1 Ag pa1onaisuoa syoafosd aunonnsesul e| Yl aAey s103f0ld ainjonuisesjul 3y eyl 90uspiA3 (e) 01 :9103s wnwixey
UOIIBAIISTO p[al ® J0 181 B UIRIGO '10day 32urWIONAd 196pNg 8y Wo. ‘sanjuawe |euonjouny buiaey ainjonnsenu)| g a|qesn

G| :2109S winuwixeyy

sabpliq ‘9beulelp ‘SUSAINY) Speoy ueqln 3 1011SI] e
(sheids ‘sde|

021095 -503/04d | 55114 pue sadiq 90108 J3MOg ‘sduIng) SuBUOdWIOY

pajduies ay Jo Aue u1109J3p 1uedlIUbIS 10 91eJapow J| (sS31J0pO ‘31SE] ‘S53}N0]02) AJ[END
G 3103s — 5103(01d pajdwes ay} Jo Aue ul $393J3p Jouiw | 1918 ‘9DBI01S J31BAN '20IN0S 21BN ) SWIISAS J9iep @
Gl (swaisAs

A} ‘S1ybI| ‘wa1sAs abeulelp pue J31em) SHIOM [edl109q
pue |BIIUBYII|N (Al) {(SPOOD JaieMUIES 'SI0}ONPUOD
S109JP JO | fuugybi ‘s1aquiaw Joos ‘sBuljiso ‘Buippe|d Jooy) Buljoo.
1U91X3 pUE aINjeu 8y} 3GLIISIP PUE B0USPIAS [BLIOJOID SYBL| (1)) {(SMOpUIM ‘SI00p ‘SI00} ‘SULIN|0D ‘SWeaq ‘Bulfjem)
'$103J9p 3|qisiA | sainjonuisiadng (i) {(sduies ‘swieaq punoJb ‘suonepunoy
10 30UBSIX3 J0J 4930 pue A4 snoisid ay) woly (108foid jo | 's100}4 ‘Uoide yse|ds) ainjonuisgng (1) :sainjoniis buipjing e
ainjeu /welboid-gns Jad |) s1oaloid (9) XIS 1se3) 1€ 3|dwes ¢S109J3p 3|qISIA
‘A4 snoinaid | OU dAeY (buiob-uo Jo paie|dwod) A4 snoiraid 3yl ul 973y}
au Ut 97 2y} Aq pa1onisuoa spoefosd aimjonnselul | Ad Pa1onJIsu0 s103/01d aInjoniiseljul 8y} 18y} 30UPIAT
UOIIBAISSGO Plol4 @ 10 181| B UIRIQO 1J0day aouewI0)ad 196png ay1 woi $199J9p 3|qISIA ou YyuM s)oafoid aimjonnseyu] g

9109s $103(0Jd pajdwes sy} Jo Aue ul S10343p 3|qISIA OU J|

UONBILLIIA JO SUBI aping Bu1109g pue 3INPadoid JUIWSSISSY 90URWI0}IAd JO SI0JRIIPU] | ON| 3INSeajy aduewiopad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

[ ]
SISI J4E1S @
Syuswiulodde
JOSI9N9T @
||0iAed o
aInonins
JJB1S PazZIWOISND
panolddy e

0 3109s 3|1} a1e suorIsod aA0qe 3y} JO %08 MOJ3] J|

¢ 8109s Pa||l} a1k suollisod aA0qe 3y} JO %66 — 08

9 9109 P3)||l} 3Je suollIsod aA0ge 3y} JO %001 H

"||01Aed 1UB931 1SOW 3y} PASSadE

JJB1S Pa1nIdal 3yl 1eY) YSI|gelsa 01 |jo1Aed syl mainay
S(OH |[e 10} SJans| Juswiuioddy

JO 90UBLSIXD YSI|ge1Sa 0 S3|1 [auuosiad (II) pue ‘Sisl| jje1s
(11) ‘97 3y} JO 21N3ONIIS PazZIWO}sSnI paroidde sy (1) :M3IASI
pUE UIR1GO J3014J( 991n0S31 UeWNH |BdIduLId 8y} WOl

19013J0 uoneanpa Aug  (x

12010 YyeaH Ay (xi

Jauueld [eaisAyd A9

190110 Wawdoprsqg Anunwwo) Ay - (I
130140 [eroJawwo) Ao

130140 uononpold Ay

1901JJ0 S921n0saY [eanieN AuD
J2su1bug A9

J_uueld Ao

19014 0UBUI4 JR1Y] AUD

—

=

1303j0 uoneanpz 10IsSIg  (x1)
120UJ0 Ul[EaH ousiq (i)

190140 JuswdoppAs Anunwwod msiq (1)
13010 [BI2IBWIWOY 0ISIq  (IA)

1301JJ0 UOIANPOI4 101ASIa  (A)

1901JJ0 $924N0S3Y [ednieN 1ouIsiq (Al
Jsuibug lomsig ()
lBuueidomsig (1)

12010 d0UBUI4 JoIYD (1)
SEIBNT

‘|j01Aed 3y} $S8008

suoryisod Juswiieds( Jo SpesH |[e Ul Je1s sy} 1ey} painsus
pue pakojdap ‘pa||iy AlpAIUBISONS SBY 97 3} 1By} 90USPIAT

l101Aed ssa@d2e uoryisod QOH |[e ul jjeis
Jey) painsud pue pakojdap ‘pajjiy AjpAnue)sqns sey 97

v

8 -9109s winuiixey

Juawabeueyy
32In0s3Yy uewny

$S920.d Judwabeuepy Juswisau|

uonjedylioA Jo sues|\

aping Bu1109g pue 3INPaJ0Id JUIWSSISSY

aJjueuliojiad jo siojedipuj

ON

9inseal) aduewl.ojiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

SISI J4ElS @
sjuawiulodde
JOSIN9T @
||0iked o
aInonas
1J€1S PazIWoiIsnd
paroiddy e

‘0 2109s
3S[3 10 g 2403s pa||I} 316 SU0IISOd 3A0GE 3Y} JO %001 4
‘||01Aed 1U9231 1SOW Y} PasSadoe

JJB1S PalINIoal 3y} 1.yl ysi|gelsa 0} ||osAed syl malnay
}}€1S [BOI1IO ||e 10} S1aNa| Juswiuloddy

Jo

90UISIXd YSI|qeIsa 01 sajly [puuosiad (1) pue 11| 44e1s ay}
(1) ‘97 3y} JO 21NJONI1S PazIWolsNI paroidde ayi (1) :MalAsl
pue UIe}qo J39014J0 301n0sal uewnH |edioulld 8y} Woi4

(sprem/saystied jfe 104) 1usby umoy /1814d ystied
(591 JJe 104) »13]) UMO] JUEISISSY J0IUDS

(598 I1e 10§) (SYS) A1B12103S JURISISSY JOIUSS
1321JJ0 InogeT

$|00Y9S JO J0303dsu]| Joluas

190110 J21eM

193u1bu3 31N} noLIby J01UsS

Jo)pny |eussiul jedioulld

1auue|d |earsAyd/190140 Wuawabeueyy pue Joluas
1921JJ0 JUBWUOIIAUT JOIUSS

(DSQ A1e121933) 19013)0 991n0SaY uewnH [edioulid
1901JJ0 99In0say uewnH [edioulid

J301JJ0 JUBWAIND01 JOIUSS

syusIg

‘j0JAed ayy

$S9908 sU0NISOd JJe1S [BINLID || Ul JJBIS Y1 1By} paInsua
pue pako|dap ‘paj|i Aj2AIUBISANS SeY 97 3y} 18U} S0USPIAT
‘lloiAed ssa29e jjels |BINLID JBY)0

Jey) painsud pue pakojdap ‘pajjy AjaAnueisqns sey 97

9 .9103s winuiixey

190140 uoneonpd edioutld  (x1)

S30IABS U}|BOH 4O 190140 [P (111A)

190140 JuawdopRAs Auunwwod [ediouild — (11A)

190140 [e1osswwo) [edioutd (1A

190140 [eINYNOLIBY J0IUSS /130140 Aleulilap Joluss  (A)
130140 JUBWUOIIAUTF JoIUaS (A1)

(193u1bu3 aANaX3 [edioulld) Jaauibug jediounpy (i)
Iauueld Jouas (1)

Jainseas] edioud (1)

sant[ediounpy

UonEeIYLIIA JO SUB3|

aping Bu1109g pue 3INPaJ0Id JUIWSSISSY

99UBWIOLIA JO SI01eIIpU]

ON

aInsea\ 39UewW.I0}dd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

(SdWS3

Pa1s09 bBulpnjou

spDOg pa1sod pue
subissp paziwoisn) e

SO Wouj (pasinbai 4I)

spodas uonebisaaul

pue suodal
90UBSSIBUU0DRI 3)IS ®

S91eWINSa

100 (SINST

pa1s09 buipnjouy)

'spog paisod
‘subisap piepuels e

SdINST pa1s09 Jo uonelodiooul
'$3]eW1s3 107 Jo uonelodiodu|

subisap PaziwoIsnd JO 30UNSIXT
10} Y932 pue uIelq

[
[ ]
'SUBISIP BY1 U0 paseq SPOg PazILoISNI JO 30UIISIXT e
[ ]
0

(pauinbau 1 suonebnsanul
|e01UY23}-030 "6°9) s}lodal uoiehnSaAUl [ealUyd3] e
'$)10d3J 90UBSSIEUU0J3I B)IS @
'SubIsSap |ealuyoa) plepuels e

‘M3IA3 PUE UIRIGO JaauIbug 97 ay) wo.d

9 :2109s wnwixep
'subisap

P3ZIWO0ISNI Y1IM 1UBISISUOD S9I1BWISS 1S0J UlRulew

pue ‘sbuIme.p paziwolsna Jo pJepuels Woij paALap ale
Sal}ueNb Wyl }Jom 3INSU3 pue ‘SuaWNIop Buippiq ol
SdINST 103l0.d 1eJ0dIodul 'sluaWISSasse A1a)es pue ‘yijesy
‘[E100S '|BIUBWUOIIAUS JONPUO0J S103(0Jd a1njoniiseljul

|| 10 SIUSWINOOP Japud} aAIsuodsal asedald 03 (palinbal
9J9UM) SUOIehIISIAUI [BDIUYDS)} PUE SDUBSSIBUUODR.

9IS JO S}NS3J PaSN pue Pajonpuod 97 3y} 18y} S0USPIAT

|esteadde jeauyoay

9 :2109s wnuwixepy
bunabpnq 3 buluue|d

¢ -9103s winuiixepyy

(sprem/saysiied jfe 104) 1usby umo] /181yd ysued (i
(suoisinig je 10g) »130 umo] Juelsissy [ediound  (
190130 Inoge1 (

$|00Y9S JO J030adsu| Joluas  (
10)pNy |euJRul JoIudS  (

Jauueld [eaisAyd Joiuas  (

1901JJ0 99In0say uewnH [edioulld  (
1901JJ0 JUBWIND01d JoIuds  (

santfediounpy

(spsem Jje 104) s1uaby umo] ediound (il

(suoisinig jje 10§) %19]0 UMOL UOISIAIQ

1901JJ0 InogeT JoIuss  (

|00y2S J0 J030adsul [edioulld  (

Joypny |eussiul fediound  (
_mofoémece_ém_S_oc_iA
Gmoasmbmmtwofomosommmcmes_.__S_oc_iA
ao_tomosommmcmcs_.__mq_oc_iA
_moEoEmEesoea_mg_oc_iA

sanIg

UoNEBIYLIIA JO SUBI|

aping Bu1109g pue 3INPadoid JUAWSSISSY

99UBWIOLIA JO SI0)edIpU]

ON

aInsea\ 39UewWI0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

(spodas buiusalog

'VIS7 ‘sya1ig 103(01d)
SHO0daY JUBWISSISSY

*0 2409S 3S|3 10 9 81093s (A) 03 (1) 1W SBY 97 3y} J|

'SubISsp paziwoisno
3} Y}M JUS1SISUOD 3Je S31BWIISI }S00 3y} ey} ainsug (A)
SUOISSIWO OU 3ew pue sbuimelp paziwoisno
10 PIEPUB)S 3Y} WOJ) PIALISP 318 SDOY 3y} Ul papnjoul
SUOI1e1193ds pue SWall }JoMm Jo sanuenb sy ainsug (A1)
S)UBWNJ0p
Buippig 8y} Jo suoieaI1ads pue syuswWalINbal Jo
3|NPayods ay} Ul pajelodiodur Aja1enbape a1am SdINS3
103(0Jd 3y Ul PaIIIUSPI S3INSE3W pue SjusWalINbal

A12)eS puE Y)eay '[e1oos ‘|ejuswuoliAuL 3y} Jeyl ainsug (i)

(3|qeordde

9J9UM 1UBWISSISSY 10eduwl| [e100S [BIUSWUOIIAUT

pue sja1lg 1030ld ‘syosfoud ||e Joj buiuaaias) (spog

buriedaid 210J3Q) USYBLISPUN UISQ SABY SIUBWSSISSE
SHST WuawWuoIIAUT 3UsINbaI 3y} Jeyl ainsug (1)

'(buisianpe

91043Q) SUBIS3P |BOIUYIS) PAZIWIOLSN J0/pue

sBuimelp piepuels ayi 0} aAISUodsal a.e 1eyy s1oaloid
91N10NJISel4Ul ||e 10 SDOg/SIUBWINI0p Japual aledald (1)
10} (paJinbau alaym)
suonebnsaAul [e2IUYIS) J0/PUB JOUBSSIBULIID] 3Y] JO
SYNS3J 3y} Pasn pue pajonpuod 973y JI AJLIaA pue 3aay)

(s109l01d ¢ 1se3) 1Y) S109l04d J0) SINST @
Ajpwin uaxenspun
3JaM A3y} Jay1aym auIwalsp 01 (syodal Bulusaios
'V|S3 ‘sjalig 103(01d) S10daY JUSWSSISSY SHST @
110} 9349 pue uleIqo
03S/04NQ/ 1901}0 WwawdojaAaqg Alunwiwo) 97 3yl wol

UONBIYLIIA JO SUBI|

aping Bu1109g pue 3INPadoid JUIWSSISSY

99UBWIOLIA JO SI0)eIIpU]

ON

aINsea\ 39UewW.I0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

"919|dwoul
J1 0 9409S 3SIMIBYIO 3|G.|IBAE 318 SIUSWNJOP || JI Z 8103S

(Aue
J1) Sjulejdwod 10 90ueA3LID JO UOIIN|0SAI JO 3OUIPIAT  (IIIAX)
(S)19ppIq ay1 pue Ayus Buisodsip
pue bundoid sy} UssmIaq Sa0UapUOdsalio)  (IIAX)
uawiaJlnoold
3y} 0} Bulle[a SIINUIW 33WWIOY J0BU0Y  (IAX)
'dINST SJ010811U0) bulpn|oul JUsWaIINbal
/¥ewo} 1ad se 0}3J3y} SJUSWPUIWE pue Joeu0)  (AX)
'9|qeoljdde alaym [eIauag 10301108 Aq [erosddy  (AIX)

'9|qealjdde alaym aoueles|o
10} |BJBUID) 101101108 3} 0} 10BJIUOD JO UOISSIWGNS )
11appIq paien|eAd 1saq Jo sonoN - (11X)
'1odas uonenjeas pue sbunsaw uoneniery (1)
'PaAIRYRI SpIg Jo saldo)  (X)
'spiq Jo buiuado Jo pJodsy  (xI)
'spiq Jo 1d13031 JO p1023y  (lliA)
JuaWN0p BuIppIq Jo 8duenss! Jo pioday  (IIA)
1S1[110YS JO JUBWaSILISAPE paysiignd ay} Jo Adop  (1A)
'SUoIjeaIjIIE|D
10 SjusWpuUsWEe Aue pue juswnaop buipplg  (A)
'9]qeljdde alaym sIapIA0ad JO 1SIj1I0YS pue
991110 UOIIEN[EAS ‘JUBWINJ0p BuIppIq ‘poyiaw
Juswainoo.d sy} Jo |erosdde sapwWo) Syoeuo) (A
Juswiainoold jo uonemul (1)
‘Ue|d JUSWaIN00I4 parolddy (i)
'PaINIISU0D
Apadoid pue Ajjewlo) aq 1snW 831ILIWO0)
S10BJ1UO0D 3y “UONISOdWO?) 391HIWWOY SIOBIIU0Y) (1

¢ -9103s wnuiixey

(¥207 Sp10931 JuswaInaoid
U0 Saul|apInb yddd ay} Ul papuswe se o) :buimojoy sy} uo
SpJepuels 0} a1aype pue aAey pInoys 3|1} Juswainooid sy
"A4 SnoiAaid sy} Ul pajuswa|dwi 3oafoud ainjonuseljul yoes

(s)ayi4 \\0j2q SIUSWNIOP Y} JO 39USISIXS 3Y) BUILLIBIAP 0} ajly | 404 BTFI9310Id 813|dwiod & paulejulew 97 3y} Jey) 0UpIAT 9 -9109s winwixey
1UBWaINJ014 103[01d e | WuaWaInd0id 3y} UIBIQO J31Y0 1UBWINJ0Id ‘NAd 3y} Wol4 *3]y 193f0ad 913]dwoa Hujurejurepy i Juswiaindold
UOIIBILLIBA JO SUBII\ aping Huli09g pue 3INPa0Id JUBWISSASSY 9JUBWIO0}IA JO SI0JRIIpU] | ON | 3INSE3|\ dIUBWI0LIDd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

Spodal JueASRY e
s3|l4 103/0ld e

0 3109s 3SIMI3Y10 10 18W JI Z 31098

uoneuawajdul JIay) Jo 30UIPIAS
SI'2J3U) pUB PanssI a1am SUOIONASUI YIS USIILIM JI AJLIBA

SUOIONJISUI YIS USYILIM 0 403YD
'S3|1} Juswabeuew 103f0ud ureqo Jasulbuz 97 wol

‘A4 snoinaid
3yl ul 97 a3y Ag paroniisuod syosfold ainjoniiseljul e
10 1S1| B UIRIGO ‘Loday 9ouewI0}ad 19bpng sy Wol4

SUOIONJISUI B)IS 3S3Y) pajuswa|dwi 1010e1IU0D
3y} pue SUOIONJISUI 3)IS 3104M UoneIusWa|dwi
109(0.d bunnp Jabeueyy 193(0.1d 3y 18y aduspiAg (q)

syodai jueasey e

0 2103s 3SIMI3Y10
Z 2103s panssi alom sjeaoldde Aiosinduwiod Ji Ajlisp

sjenosdde A1os|ndwiod Joj 3oay)
"S9]I} Juawabeuew 10s(0ld urelqo Jaauibug 97 woi

‘A4 snolnald
3yl Ul 97 a3y Ag paroniisuod s10sfold ainjoniiseljul e

(sainixiy buiquinid pue [eal1o9) ‘|ealueyoaw

‘s|eroldde abejs |eano ‘bunsay sjersew)

sjenoldde Alos|ndwod panss uoneiuawa|duwil
109(0.d bunnp Jabeuey 103(01d 3y} 18y 3ouspiAg ()

81 -9109s winuwixep

$9|143103(01d @ JO 11| B UIB}qO ‘Hoday 80ueWI0LIad 19Bpng 8y} WolS "S$)40M Jo uoisiaIadns eojuyaay sodold | 6| judwabeuew joenuo)
0 2109s
3SIMIBU10 SauIRpIND 83y} 03 palaype 97 ay) pue ueld
JUaWaIN201d B} Ul PaII0ads aIam Sauljawi} Y} 4l 31098
paiz|dwiod ‘2109 WNWIXe,
pUE INO P3LLIEI 3I9M SIIHAINOE P3IJI0ads By} YaIym b XEN
U0 S31BP 3y} WUIJUOD 0] $3|1} JUsWaIndoid 3y} Moy e ‘Soul|aWf} Payst|gelss 9sayl 0} paiaype 9 syl ey}
"UB|d JUBWAINI0I4 3} Ul PAUINO SUIWIY 8Y) M3IASY e | PUB ‘SINIAIOB PaulINo 3y} buis|dwod o} sauljawin olj1oads
S9|I} JUBWAINJ0I] @ ‘S|l JUaaIN0Id | PPN|AUI UBJd JUBWAINI0IG A4 SNOIARId BU) JeL) 30U3pIAT
UB|d JUBWaINa0Id @ pue ued Juswainaoid sy uILIGo NAd 9y} WolS ‘ue|d JUBWAINI0IJ BY) U] SAUIdWI) 0} BdUBIBYPY | '8
UOIBOYLIBA JO SUBI aping Hul103g pue 21npadoid JUBWSSISSY 90UBWIOYID JO SI0JRDIPU] | ON | 3INSEI 3IUBWIO}IA

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

syodai jueasey e
$3|14109l014 @

"0 2109S '9SIMIY10 ‘JaW M SJUBWAIIND3I By}
11 Z 21098 "poliad Alljigel| $,109Jap 3y1 Ja1je punj Uonua)al
ay1 J010e11U09 3y pred sabeuew 19afoid syl JI AJLIBA

SJ13UONOA JUBWARY e
009 pue J32140 JUsWuolIAug
woJj sjeaosdde Buipnjoul $a1ealy1Ia) uonajdwo) [eul e
10§ 59949
'S3|1} Juswabeuew 103foid urelqo JasuIbuz 97 wolS

‘A4 snolnald
3yl ul 97 3y Ag paroniisuod sy0sfold ainjoniiseljul e
JO 181] B UIR}qO ‘Hoday 90uewIOId 196png sy3 wo.

poliad Awjiger

$1039J3( 3y} Ja)je J0}OBIUOD Y} 0} pUN} UOIIUSIBI

3y} pred (sy08foud pa13jdwod Joy) :uons|dwod
|eanoeld Jayje Jabeuey 193(01d 3yl ey aouspiAg (p)

Spodal JueASRY e
S3|14103(014 @

*0 2409S ‘3SIMIBYI0 19W 3. SusWalINbal ||e 4 Z 81098
"91801}11430 U0N3|dwod |eut) 3y buINss!

910J9( S103J3P ||B PS1031100 PIspul Sey JOJOIIUO0D 3y} Jey)
PINSUD PUE S103)3P || 1031109 0} J0}ORIIUO0I B} pajonJisul
pue 1s1| beus e pajidwod sey Jsbeuew 103(01d ayi JI AJlISA

‘009 PUe 13010 JUSWUOIIAUT
wol} sjerosdde buipnjoul a1ealy1Ia) uonajdwo) jeul4 e
15I| beus e

10} %93Y))

$3|1} Juswabeuew 193f01d ure1qo JasuIbug 97 wo.

‘A4 snoiaaid

3y} Ul 973y Aq pajonuisuod s3osfold ainjonuisesjul e
10 1S1| B UIB1q0 '1oday ouewlio}iad 13bpng ay) wo.

Janopuey [eanoeud

39U} 91043q S103J3p ||€ Pa11109] JOJORIIUOD 3y} pue

910111430 U0113|dwod el 3Y} 31043q S}034p

1091100 0} JOJOBIIUOD 3} PaoNIIsul B 1SI| beus

e pa|Idwiod (s303(01d paja|dwiod Joj) uons|dwod
|eanoe.d Jayje Jabeuey 103(01d 3y} eyl aouspiAg (9)

UONBIYLIIA JO SUBI|

aping Bu1109g pue 3INPadoid JUIWSSISSY

99UBWIOLIA JO SI0)eIIpU]

ON

aINsea\ 39UewW.I0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

‘0 2109s

‘3SIMIBU10 '19W 3I9M SIUBWSIIND3I By} JI g 3103 "PaI}ILISD
918 $}10M 31 310J3( 1010BJ1U0D 3y} pue Jabeuey 103(0.d
a1 Agq paubis sI uonealliaA sy ey ainsu3 Aiuenb

pue AJijenb y1oq Jo swia} ul $10813U00 Wns dwnj 10}
P3IJLISA 913M SHIOM 1B JO S1OBJIUOD JUSWINSEIWPE 10}
P310NPU0d A|9A1103}J3 B19M SJUBWRINSEaW ulol 18yl AJLIBA

UONBOILISA %I0M/133YS 1UBWISINSEAW UI0f JO 90UBPIAT @

PaIyILIR0
318 SHJI0M 31043( J0}OBIIU0D 3y} pue Jabeue|
103014 3y Aq paubis pue Ayuenb pue Ayjenb yioq

10449949 JO SWJ3) Ul (S}0B.3U00 Winsdwiny 10j) paljLIaA suop
S3[303101d Uleyqo Jasulbug 9 wol4 S$HI0M/(S10BIIUOD JUBWIRINSEIWPE) Pa1ONPUOI
‘A4|  A12AN03yJe aiam S1usWRINSeaW Julof 18yl 3dUspIAT (B)
snoiaaid sy Ul 97 8y3 Ag paioniisuod s3osfoid sinjoniiseljul ‘3w uo sjaafoid payajdwoa pue
S3|14103(014 @ || JO 1S1] B UIR1GO ‘Loday a0uewIoNad 19bpng syl wWoi{ | si0)aesjuod jo Juawded ‘uoneaynsad juawied jadoid | -0l
*0 2403s ‘9SIMIBYI0 ‘19W BIaMm S1UsWLIINDaI ||e JI Z 21038
J0JOBJIU0J 3} 0} PANSS| 3I9m $31eJIILISD uona|dwo) e
1U3112 3} 0} JaA0-puey 105(01d B SEM 313y ®
10BJJU0D
3y} Ul SaU0lsa|Iwl/sabels JuawAed yyim apiouiod 1eyl
SHI0M JO 3NP3aYIS 3y} YIM 3Ul| Ul play a1am sbunsaw
pue ‘pado|aAap Sem 3|Npayds bunaaw ssaiboid sls 3y e
SISTIE)
‘0090 pUE 130110 1UBWUOIIAUT
woJ} sjerosdde buipnjoul a1ealy1a) uonajdwo) jeul4 e 01 :2103s winwixey
1U31J2 3y} 0} JaAropuey 193(oud Jo SaNUIN e
BuI23W 9Y1S JO SANUIN ® 1010BJIU0J 3} 01 PaNSSI 3IoMm
" sanpayos Buinaap e | SSHEOILE0 LONRIAUIOD PUE ‘a1 3L O} Jono-puey
'$3|1} Juswabeuew 193f0id uelqo Jaauibu wol 102[01d © SeM 813U 11081U00 AU ] SAUOIS3|W
143 109, e Ibu3 97 uol /sabe1s 1uawAed yym apIouiod 1ey) SHIOM JO
‘A4 snoiaa.d 3NP3YIS 3y} YIM aul| Ul pay a1am sbunsaw
suoday ueAs|y e 3y} ul 97 8y Ag psronuisuod syosfold ainjonsiseljul e pue ‘padojanap sem 3npayds Bunasw ssaibold
S3|14103(014 @ 10 1S1| B UIB1q0 '1oday ouewlio}iad 13bpng ay) wo. 9MS 3y} 18y} (s309f0ud pa3a)dwiod Joy) 3uspiAg (9)
uoneIYLIIA JO SuUed|\ aping Hu109g pue 3INpadoid JUAWSSISSY 90UBWLIOJID JO SI0)RIIPU|| ON | 3INSEd)\ douBWIO0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

3|14 103/0ld e

*0 9109S '3SIMIBY)O 19W SIaMm S)usWIINbaL 3y} I
¢ 21038 "31ep uo11s|dwod [eulbLIo ay} UIyIm pa3a|dwod pue
3|NPayos xJom Jad se pajuswsjduwi sem 103(01d ay3 4 AJlISA

"31ep uona|dwod |enjoe
0} paledwod 19eJ)U0d 3Y) Ul 31ep uona|dwod pue Leis e
10} 39349
s3I 10af01d uleIgo Jaauibug 97 wol
Ad
snolaaid ayy Ui 97 9Y) Aq pa1on3su0d s193(0ud ainjoniisedjul
||e JO1S1| & Ule1qo ‘Lioday souewliofiad 19bpng ay) wol4

31ep uons|dwod
[eulbLo UIyym pa1s|dwod pue s|npayas yJom 1ad
se pajuswa|dwi sem 103(0.d 3y} 18y 30UspIAg (0)

S3|14103(014 @

*0 2409S '3SIMIBY}0 19W BIaM SJUSWIINDa)

3y} §1 Z 81038 jueq 3y} Aq paijLian sem asjuelend juswihed
30UBAPE 3y} 1By} 3Insu3 ‘JuswAed soueApe buiuieqo
910J3q 991ue.end JuswAed soueApe pue souewlolad

e JO uorsiroid 1o JuswiAed soueApe ou JayHa 1.yl ALISA

99]UBJENY SDUBULIOMSJ JO SOUIPIAT @

10} 39349

S9[1F 109101 ule1qo Jaauibug 97 wolA

‘A

snoiaaid 3y ul 97 8y3 Ag paroniisuod s3osfoid ainjoniiseljul
|| JO 1SI] B UIR1qO ‘Moday aouewiopad 19bpng ayl woi

JuswAed soueApe Buluielqo 810434
391uelenb JuswAed soueApe pue souewlolad e Jo
uoisiroid 1o JuswAed soueApe ou Jayys 4o 30uspIAg ()

UoNEeIYLIIA JO SUBI|

aping Bu1109g pue 3INPadoid JUIWSSISSY

92UBWIOLIAJ JO SI0)eIIpU]

ON

aInsea\ 39UewW.I0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

S3)lj 103(0ld @

*0 9103s
3SIMIDU10 “13W 31aMm (11) pue (1) s)uswalinbal ay} JI Z 24098

(Ploysaiyy ayy uiyum
J3Y¥Ia) saunpaooud Jad se panoidde a1am A4 snoiasid
9y} 10} SIUBWISSAUI 3INJONJISEIIUI 10} 301id 10BIIUOD
Ul SUOIBLIEA 1O UOI}ELIBA JOBJU0D OU SI a1ay3 1ey] (1)
"9|NPayas
yiom ay1 Jad se ssalbo.d |eaisAyd uo pariodal pue
) pake|dsip ‘3|npayds ylom e padojansp 978y eyl (1)
U I Aja

UOIIELIBA B S| 313U} 3J3YM 10BJIUOD papuswe pue [eulblQ e
31ep 90I0AUI 0} paJedwod se apew sem JuswAed usayp e
3|NPaYas YIop e

10} 99y

S9[17199f01d uleyqo Jasuibug 97 wiol

‘A4 snoinald

3y} Ul 979y Aq pa1on.isuod s1aaloid ainjonisesyul jje

10 1S1| B UIB1q0 '1I0day 3ouewlio}iad 13bpng ay1 wo.

8 -9103s winuiixepy

‘(Ploysai

3y} UIYIM Jay¥Ia) sainpaoold Jad se paroldde aiam

Ad SnoIA31d 3} 10§ SIUSWISSAUI 3INJONJISEIjUl 10§

3011d J0BJIUOD Ul SUOIIBLIEA 1O UOIBLIEA JOBIUOD

OU SI 3J3Y} 1ey} pue 3|npayas yiom ay} Jad se

ssalboud |eaisAyd uo pariodal pue ‘) pake|dsip
'3|NP3YISs oM e padojaaap 97 syl 1eyl 3ouspirg (p)

UONBIYLIIA JO SUBI|

aping Bu1109g pue 3INPadoid JUIWSSISSY

99UBWIOLIA JO SI0)eIIpU]

ON

aINsea\ 39UewW.I0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

sauljapinb juelo e
SUETTEIEIN
[e1oueut} /sylodal

*0 9SIMJBU10 10 g 8403 ‘NUSW JUSWISIAUI

9A1103dS31 3y} Ul SWal 3|q1bIjs 3yl pue syuawalINbal

1uelb ay1 Jad syuelh JuswidojAsp 8yl o [|e pash 978yl 4
nuaW

JUSWISBAUI 3AI303dS31 8Y1 Ul SWaY 3|q1b1j3 Y1 U0 Juads alam
A4 SnoiAaid ayy ur Ssiuelb 1usawdoeAsp ||e Jaylaym aulwials(

NUsS
JUSWISSAU| 3y} U0 buisnooy sauljapinb Jueld aAioadssl syl
M3IA3J pUB UIBIGO SYY|A J0/pUe 211sgam 186png syl wol
Ad snoiaaid ayy buunp s97

0] palJajsuely syuelh Juswdo|aAs ay} Uleyadse 0} 13010

Z ©2109s winwixeyy
Z 2103s NUBW JUSWIS3AUI 9ANDadS3l

ay1 Ul swayl 3(qibija ay1 pue saulepinb juelb ayy sad se
sjuelb yuswdojerap ay [|e Pasn 97 ay1 1y} S0UIPIAT

90UBWIOAd 196pNg e | 3dueul4 Ja1y) 3y} wouj spodal aduewloyiad 196png uleiqo uonnoax3y 1abpng | -z1L
*0 9103s
3SIMIBU10 g @403s 3A0CE (I1) pue (1) 01 Saljdwod 9731 |
3SE3|a) HWiI| Ysed ay} Jaye shep 0| ueyy
3J0w Jou Jeak [eroueut) snolasld ay} buLinp sanuana)
(B0 4O 3IRYS 977 Alojepuew ay} papiwal 97ays (1)
%G UBY}
310W Sem A4 snoiaa.d sy} 03 aU0 INg A4 snoinaid ay)
woJj (Jeak ayy ul pa3as)|0d sieaule Bulpn|oul Ing ‘s)asse
4O 3jes b3 'Jj0/au0 bulpn|oxs) YSO Ul aseasoul ayy (1)
SIESTIEN
"PARIWRI PUB PIAIBIR] SEM BNUIASI ] Z :2103s winwixeyy
SI19YONOA @ | ugym UIE1IS0SE 0} SI8YINOA PUE SIVI0AUI UIRIGO 4] WOl aseajal Wi yseo Jaye shep
S2I0AU| ®
SUALNEIS paNILAI 9T] 341 J0 Berusosad ay) a1enaje) e 01 UBY} 3J0W 10U A4 SnoiAs.d By} bulinp sanuaAal [BI0] JO
S1UN00JR YUB] 9] @ ‘eak [ejoueuly snoinaid ay) Buunp sanuanas jeooj | EUS 911 Aaojepuew y} pajywel 9 3y} 1y} 80USpIAS pue
syunoooe | 4O aeys 977 Alojepuew au Jo sbejusosad auy uiensosy e | Ad snoiAsid 8y 01 3U0 Inq A4 snoiaud ay) wiody (Jeak ayy ui 8 :2109s wnwIxep
eulj [enuuy e 'YSO Ul asealoul abejuadsad ayl sienoje) e | Po1I9[|00 SIEALIE buipnjour Ing ‘syasse Jo ajes "3 'jjo/ouo $921N0S3 [eloUBULY
s1eak oM snoinald ‘sJeak om] snolaald ay) Joj SJUN02DE [euly | BUIPN|oXs) YSO Ul 9sea.0ul Ue pasijeal 9 8y} ey} 8UpIAT jo Judwabeuew pue
10} S1UN0J2E [eul{ e |3y} JO AdOD B UIBlqo 19010 SdueUld JaIYD Sy} WOl ‘uonjel}SIUjWpe Pue UCNBZI|IqOW SNUBARI [eI07] | °L|| UONESIjIqow dAII3}3
UOIBOYLIBA JO SUBI aping Hul103g pue 21npadoid JUBWSSISSY 90UBWIOYID JO SI0)RDIPU] | ON | 3INSEI 3IUBWIO}IA

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

183k 4oea | € Jaquiaoaq Aq anp uoluido 1PNy 3y} pases|al sey 9yQ Y3 Jaije Alenuep Ul passasse aq ||IM JOjealpul ay |
"}IpNe |euJa3xa 3y} Joj sSuIpul }IPNE JUS23J }SOW Y3 PUB SINSS| JIPNE [BUISIU| 10} A4 SNOIASI JapISuo)

0 ©403S SSIMI3Y10 IO g 9403S 0] oA m:o_>w‘_q

Z :8103s winwixey
A4 snoiaaid ay)

1odal 3y} Joj uoiuido 1pne paiyjenbun ue sey 97yl ) AJUaA| 1o} uoluido Yipne paiijenbun ue sey 97 8yl 18y} 80U3PIAT
[BJBUSY) Jopny e suoiuido Jipne malAal pue uelqo ‘9yQ syl woi4 uojuido upny |yl
‘0 2109s
3SIMJBU10 10 Z @403s 1l 3Je (111) 01 (1) Syuswalinbal ayy J|
(pa1usWs|dwi a1 SUOIEPUSWWO03)
1IpNe 3np) S1IPNe [BUIS1XS pUe [eusaiul Ag paiyiuapl
SaNSS| 1IPNe JO %08 Ises| Je panjosal 978yl (11
pue ‘;IoAe |\
10 UosJadlieyd 1011sIp 3y} 0} paniodal pue sanssl
}IpNe [euIa)Xa puUe [euJdUl PASSNISIP Ovd 9713yl (i)
Japenb
3y} JO PUd Y1 JO SYIUOW OM] UIy)IM SpI0dal JIpne
|eusaiul Ajia1senb pue uejd 1pne jenuue ue paonpold (1)
97841 1 AJliaA
"SUOI1EPUBIWOD3)
SUOepUsWWI0dal 1pne Jo uonejusws|dwi ayl uo siodal uielgQ ‘049 woid  -8109s winwixey
%:M jo 190110 BUUN0JIY Y} 0} SUOITEPUBWIUWIODB! S1IpNe [euJa)xa pue [eusaiul Ag paiyiuspl sanssl
co:mwwmmﬁw_gmﬂ . 9peW pue SaNSS| [BUIS1Xd PUB [BUIBIUI 410G PASSNISIP 1IpNe PaAj0sal 97 8y} pue JoAejy 1o uosiadiiey) 101sIp
Ve 9710 SSINUIY ® aney A3y Jaylaym ysi|ge1ss 01 Jyd 97 40 Salnuiw uelqo 3y} 01 paiodal pue SanssI 1pne [uls1xa pue |eusaiul
sp10da1 Ipne euialy] e ‘syi0dau PasSNISIp Jvd 978yl ‘suodal Jipne [eusaiul Apjapienb
IVd 97J0 suoday e 1pne [eulaiul Jo uononpold Alpwin ay1 Aj11aA 01 sylods) pue uejd Jipne jenuue ue paonpoid 973y} Jey) 30UaPIAT
syodai Jipne [euldu| e | 1ipne pue uejd Ipne Ue uleiqo 10IpNy [Bulalu| sy} Wo. uonoung upny ayy jo Ayjeuonound | ‘gl
uoneayLIdA Jo sueapy aping Hu109g pue 3INpadoid JUAWSSISSY 9JUBWLIOJIA JO SI0)RIIpU|| ON| 3Inseaj\ douewlojiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

“JOPILI0D 10 31n01 214193ds e ybBnolyy ssed 0} (Saul| UOIINGLISIP J31eM SE YONS) BUIIBWOS 10 3UO3WOS SMO|[e Jey 1ybL paysigelss Jo [eba) e 01 s1a)a1 Aem Jo by

Anp
dwess Jo JuswAed

Aq paouapins SNOW
10/pue sjuswaalbe

L 2100s O J0 uaWdalbe ajes e paialsibal sey 1oyl )| @

 9103s UOIINISU|
9} J0 97 8y} JO SWeu sy} Ul 3jH1 B Sey 98yl )| e
,Aem Jo1ybu /diysiaumo
pue| Jo jooud ey A4 snoinaid sy} Joy s1osfoud e Jayreym
USI|qe1sa 0} SNOW 1o/pue syuswaalbe ajes ‘sajii pue|

oIS UEMM___WM y 3y} Jo Adod uleiqo 9010 BUIUN0JY 97 3yl Wol ¢ S1.9100s wnwixey
/USWILIBAOS (2907 A4 snoinaud | Aem Jo1ybL /diysisumo puey jo jooid sey 1 asaym sjosloid
JO S3WeU 3y Ul 3q 3y} Ul 979y Aq pa1on.isuod s1aaloid ainjonJisesyul jje 9INJONIISEIJUI PRJONIISUOD SeY ST 9yl 1eY} S0USPIAS
p|NoyYs 9|11 pue e 10181 B UIRIGO ‘10day d9ueWI0Rd 196png sy Wo. ‘diysiaumo pue jo jooid | -9}
"0 2409S 3SIMJ3Y10 10 g 3103s pajduwies s303(oid ay) Jo
co_%occ% PIRI4 ® | 900 Ul pajuswa|dwi a1am SaInseaw uoedbiiw ayy 11 §| Z :2103s winwixeyy
1lodas souelea|o :
m_u‘_msowu_mw W_om_,o\_n_ ° .thOQE ’ ) | wmc__w_u_j@
ey se pajuaWadWl 1am Sg)NST 103l01d 3 Ul Sainseal a1 ur 1o} papirold se 1eak snoiald ayy ul s193(01d ||e 10}
uoneluawaidwi | UONEBIW 31 ey ALian 0} (¢ 1sea] 1e) sioafoud ojdures e | (SAINS3) SUEId UaWRDEUE 2100S 13 [EIUSWUOIIAUT 3y} Ul 8 :2100s winuwiixeyy
: wn__\/_WM . .wwow_,o\_ﬁ_ __m LOL. Ama_\/_wwv mcm_n_ Hcmgwmmcm_\/_ SalnNSeaw COZ@@:._E ||e U@HCQEQ_QE_ 97 2yl 18yl a3duspIAg m_u._ﬂq._@Qth
s109l01d 21008 "3 [2IUSWUOIIAUF 8y} MIA3] puB UlRlqQ @ "(sdWs3) sue|d yuawabeuep fiajes pue yyeay
pa|dwies 10} SNST @ 192110 JUBWUOIIAUT/OYNQ WOI4 [e190S B [EJUBWIUOIIAUT Pa)SOD Jo uoneyudwa(dw| °GL| ‘|e120S ‘JusawuoliAug
UONBILLIDA JO SUBIIN aping Hul109g pue 3INPad0Id JUBWISSASSY 90UBWIIOLID JO SI0JRJIPU| | ON | 2INSea)\ douew.o)idd

m n

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

Ad snoiaaud
pUE JU31INJ 10} SOHY

10j spodal buiuiel] e
Ad Ua.1Ind pue
snoinaid ayy 1oy (6o
949) “Alunwwod "0 9109s 3SR 10 ¢
9y} WO} PIAIROaI 2103s UM pal|dwod ale 3A0qe (IA) 01 (1) Juswaiinbal ayy |
$30UBASLID JO pI0daY e
A sailjiqisuodsal pue
JUB1INO pue snoiasid | S3|0J 1B} U0 paulel} usag aAey SQH By} 1Y} 80UspiAT (1A)
auy Joy sbunaaw 049 3y} JO 30UBISIXD Y} INOGE PIZIISUIS
UOIBZIISU3S U33( 9ABY SI9xI0M/AHUNWWOD 3y} 1eyl souspiAg ()
AUnwwo9 Papuny a1 SAINAIOB QY9 U} 1Y} 30USPIAT (A1)
JoSaInUIN - ® uodn paioe Z ©2109s winwixeyy
A 1UB1INO 919M PIAIB03I BIaM 1y} S9ouBAILID 33 1ey) 30uapIAg (1) :
pue snoiaaid ay) PapJ0dal 3Je saoueAslld Jey} aouspiag (i) Wiayy buisn aJe pue s0u31sIXa Jiay) Inoge
10 (3UOW € 30U0 €20z AInF Ul as190N Aq PIZINSUSS U] SABY SIIHIOM/S3INUNWILIOD Y} Jey} pue
1589] ) sBunesw panss| JenaJio ay) Jad se paniisuod ale Aay) Jayleyp ()| [euonoun) qusisixe ale [aAs| 10sf0id 18 SQH9 18y 20UapiAg
049 JO 3NPaYIS e | I3YIBYM ysI|geIsa 03 S1oaf0id SnoLieA 1B oYY ay) MaIASY | [9A37 ¥aal0ad @y 18 Y9 Jo Aujeuoriouny pue adualsixy| ‘gl
*0 9103s
3S|9 10 g 8103s Y}IM paljdwod aJe s)uswalinbas anoqe sy} |
d3S 8y} Y1m Wspue) ul 8q pjnoys syiodal 1eyy 310N
SUOI19€ 3} JO Sawoaing (p)
usyel suonay (9)
apew suonnjosay (q)
] 19p|0yxeIS YIM p|ay siuswabebus sy (e)  9109s winwixep
sy1oda
cozscm&w_ch_ aUILLIBISP 0] ‘A4 Snolraid 8y} Joj ueld Juawabebu A4 snoinaud au ut ueld Jusuebedu3
Juswabebus 13p|oyaXeIS 3y} Jo uoleluswa|dwi jo syoday e J3p|oyeIS 3y} JO UoneluaWa|dwr O 30USpIA
13p|oysyels e 'Ad snoinaid [1ouno)
ue|d uawabebu3 3} 10} ue|d Juawabebud sapjoyaxels panoidde ay] e Aq pasiopud A4 Buimojjo} ay) 1o} ue|d yudwabebu3
13p|oyaxels e 'M3IA3] PUE UIRIQO 0JD(J 9Y} WOl 19pjoyayels jo uonejuawajdwi pue Juawdojaraq| /1L
UOIBOYLIBA JO SUBI aping Hul103g pue 21npadoid JUBWSSISSY 90UBWIOYID JO SI0JRDIPU] | ON | 3INSEI 3IUBWIO}IA

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

OHSQEIM 1

971 pue 97H yioq
JO SpJeoq sa10u
a1ignd 1e pake|dsip
Aa1j0d abieyo

*0 2103s 353 J0 Z 3103s UM paljdwiod anoge () 03 (1) 4

"PAsN Sem }I Moy pue
A4 snoinaid ayy Burinp pajos)|09 syunowe (Al) ‘jeadde
104 saunpa20.d (111 ‘saunpado.d uo1109)|02 (11 ‘salel xe)
(1uo uonewloyur 3jqejieAe Ajaignd spew sey 973yl (A)
uonejuswa|dui AyAioe
JO SN1.IS U0 Xoeqpas} apirold 0} aljgnd sy} yum (1033
sweiboid oipel ‘sezeleq ‘e10} ueqin [ediolunw “H3)
SUOISSNOSIP PA1ONPU0d A4 SnolAsid sy butinp g7y (A1)
"uoI1ed0| pue (shep Jepuajed
SE ||oM Se $31ep pus PUe LIelS apnjoul) uoreinp
Pa10adxa ‘Bulpuny JO 304N0S 110}0E.13U0D 3y} 103(01d
3y} JO sweu sy} :bulpnjoul Juswabeuew J0eliuod pue
1uswainoo.d Buipiebal uonewojul Aejdsip 03 salis
UOI30NJISU0 ||e Uo spJeoq ayis paoejd sey 979y (i)
JUSWSS3SSY 90UBWIONI] 97
39U} UO SUOIIN|0SaI |10UN0Y 3y} pajuswa|dwl sey Jo0
BuIIUNO22Y 3Y} 1y} PUE [IDUNOY Ul SHNSS) JUSWISSISSY
90UBWIOLIAd 97 8y} Passnasip sey [1ouno)d 973yl (1)
sdoysy1om pue SIejndlld ‘oIpel ‘sezeleq S0}
BuIMO||04 BY1 JO BUO 1sB3| 1B YDBNOIY) SUSZIND 3YL YlIM
S)Nsal souewopsd uo paseq siuelb juswdojansp syl
40 971S 3y} buipJebal 1s0| Jo pauleh g7 sy} yonw moy
pue A4 snoiraid ayy 1o} s)nsal vd ASINGT paleys 91 (1)
1y AJLUsp
SpJeoq 39110u 1jgnd uo uoIewIoUl Xe} Jo Aejdsip %oay)

‘Aa110d 3b1eyd ay1 049 3y} wolj uiergo

panroldde jo Ado) e sbuiploday weibold olpey
sbulpiodal eipaw PasSNasIp Sanss ysi|ge1sa 0] S1si| souepuale
/OIpei L] 01 SyUI e Ue ezeJeg JO S3)NUIW UIBIGO Y3UUe|d 57 8y} WO .

S1SI| 90uUBpUSYIE pUB P 640 SSIUILHEY Id 9794} o 9 :2109s wnuwixepy
ezeleg Jo sainuyy | UCHEWHOMUI B[ JO Ae|dsip ysi|geiss 0} sayis g sjdwes Z :8109s winwixep Aupiqejunoaoe pue
SpJeoq 39110U YIS @ "10da) JUSWISSISSE 97 3y} 'SUSZI}IO pUE $10]10UN0J 3y} Ag pasies sanss! Bunsodas yybisiano

‘Id1 JOsanuiy e | BUISSNISIP [10UNOY JO SIINUIW PUI} IDUNOY 01 }J3]) WOI4 | 3y 0} papuodsal pue Yyiim uonewlojul Ay paleys 91ayl| °6l ‘foualedsuesy

UoONEILIDA JO SUBIN aping Hul109g pue 31Npadoid JUBWISSASSY 90UBWLIOLID JO SI0JBIIPU| | ON | dINSeay douew.ojiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

J3d pue
$99)1WWOJ |19UN0Y

‘0 9403S oS|° 10 ¢ 9103 O] Soa]1lWW0)

ounog (1) '93a (1) '9d L (1) ay3 Aq passnasip asam siiodau
|eloueul) pue ssaiboud [eaisAyd Ajianienb ayy 1eyl Ajliap

¢ -9103s wnuiixey

'sueblo 1ueAd|RI By}

Aq passnasip a1am s1iodal ayy pue s103f0id yuswdolaaap
||e Bunianod spodal ssaibold [eaisAyd Ajarienb pue
|eloueul} AjJayienb gioq paJledsid 97 ayi 1ey) 30uspIAg

'0d1 JOSSINUIN @ | 55511109 [1DUN03 JO S3INUIW UIBIGO “|1PUNOT 03 43| WOl "bunsodai jejoueuy pue ssaiboud [eaishyd | °1Z
*0 2103s 33| 10
Z 9109s Y)Im paljdwod ale syuswalinbal anoge (Al) 01 (1) J|
ENMIENE
JUSWISSISSE 90UBWI04Iad [euoiieu syl 10} sSaulpeal
Juolieledaid ur UOIOB 3A1}031100 %00} pUE S} Nsal
39U} PISSNISIP JUBWISSISSE ¥I0W Pajonpuod 973yl (A1)
9S1019X3 Y497 [BUOIIEN 3Y) BuLINp PaljLIaA
SE ST JO JUBWISSISSE 3]qIpalo pa1onpuod 973yl (i)
dn
P3MO]|0} PUB SUOIIOE 9AI}03.1100 10} SUOIIEPUBWILIOISI
ew 0} 97 3y1 Ag pasn ‘Id 1 sy Aq passnasip
3J9M SYSIA UoIsIARdNs Joddns Jo spodai/synsay (1)
'S9T7 |8 paJojusw Jo pasiasedns sey 979yl (1)
1ey) AJ1IaA pue 3oay)
%01 -/+ UIYyIM T :9103S WnWixep
9J€ S}NSal 3y} JaY1aYM YsI|geIss 0} Wea) UoIJedILIdA 3y} JO ‘uonesedaid
syodau $1NsaJ 8y} UM 81edwiod pue A4 snoisld au} 1o} $9T7J0 Ul UOIOB 9A13031100 %00} PUE ‘S}NS3J 3y} PassNasIp
JUBWISSASSE (00N | $110da1 JUBLUSSISSE [BUIAIUI AU UIBIGO 'SINVAO BU} OIS | 's)uaLussasse Yoou Pajonpuod g ay) pue ‘as1o1axs Y9
SHnsal USXE] UONO. 5A103.1100 [eUONEN 3U) BULINP P3ILISA S ST JO SUSWSSISSE
Ememmmwmm 00N e pUE PASSNISIP S}NS3J ‘PaIONPUOI JI9M SJUSWISSISSE 9]qIpaJa Pa1oNPU0d 973y} ‘dn pamoj|04 pue suonae
sHogel Hcmewmwww:m . 00w 1Byl YS1|Ge1Sa 0} S}NSal JUBWSSISSE %o0W Ule1qo 911031102 10} SUOIEPUSWWOJ3] a)ew 0} Alijedioiunpy
.Bm__ww?_%cmz,q_ o UOSI3d 800 JUDWSSISSY S0UBWIOMS dU} WO | /101381 3y} AQ pasn pue 9d 1 Yyl Ag passnosIp a1am SHSIA
.mv._oog S JOVISI)\ ‘Jeak |e1oueuly snoinaid ay) Ul ST uoisialadns poddns Jo spodai/synsal sy} eyl painsua
syiodai buliojusy e | panioddns s9H syl Jaylaym ysijgelss 0} sbunesw Jd| Jo 971 |[e paIoJuW J0 pasiAIadNs 978U 1ey) 30UspIAg
‘Id1 JO SaNUI e S31nuIW pue syodal bulioluaw ulelgo Usuueld syl woi- *s977 0} buriojuaw pue poddns [ealuyssl 91H ‘0z
UonEeIYLIIA JO SUBd| aping Hu109g pue 3INpadoid JUAWSSISSY 90UBWLIOYID JO SI0JRIIPU|| ON | 3INSEd)\ douBWIO}Idd

-
<
o}
=z
<
=
-
P4
L
=
9]
[72]
L
[2}
«0
<
Ll
o
=z
<
=
o
o
L
o
L
o
>
o
[e1)
=
—
L
(=]
L
<
>
o
L
(2}
L
o
—
=z
L
>
L
o
<
=z
<<
=
—
=
i)
=
P4
o
L
>
o
o
-
<<
(&
o
-




Office of the Prime Minister ® @

SHNS9Y 411d 94NN @

*0 2403S 3S[9
10 Z 91098 (9A1}B|NWIND) 7 pUB | U9am1aq sajel apeld ssed 314
P3.03S S|00YDS PapIe-JusWuIaA0b 97 ay) Ul Sisules| a3yl Jo %0/ 41 (9)
*0 9409s 339
10 € 91038 163/ snoinaid ayy Ul ‘g pue | usamiaq sapelb ssed 31
P300S S|00YIS PapIe JUSWUISA0D 97 3Y3 Ul SIaules| 3y} JO %07 | (q)
*0 2403s 3S[9 10 € d1038 'IL3A |00YIS
snolAa1d pue auo Ing Jeak |00yds snoiaaid 3y} usamiaq parodul
(PapIY WUBWUISA09) 34N 104 Sa1ed ssed 374 97 abelane syl §| (e)

"JI\ Y1 pUe S10L11SIp

31 U3am13q Synsal a1ehalbbesip ‘saiijedioiunw Yim S10LISIp 104 e
s1eak Y10q 10} ¢

pue | sapelb ussmiaq passed eyl sjidnd jo abejusalad ay) alenoe) e
Jeak snoinaid ayy pue auo Ing Jeah jooyos

snoinaid 3yl Usam1aq asealoul abelusalad 1o 1l ssed 3yl aignoje) e
Jeak snoirsld

39U} pue 3U0 Ing Jeak |00yds snolAaid By} J0) SHNSAI I 1d 91 3YL e

"M3IA3 pUB $|00YDS a)eAlid pue paple

JUSWIUIBA0Y U9aMIaq parebalhbesip synsal gINN UIeiqo 97 ay) woid

8 -91093s winuixep

1eak j00yos

snoiAaid pue auo Ing Jeak |ooyas snoiAsld sy}
U99M13q panoidul (papry JUSWUISA09) 34N 104
sajel ssed 374 97 abeJlane ay} 1ey) 90UapIAg

sajes ssed 314

1

8
:9J09s Wnwixep

Kujenp

SaWo02NQ IIIAIRS

UOIJBIILIIN JO SUBI

aping Hul109g pue 3INPadoid JUAWSSASSY

32uBwWIO0IAd JO Jojealpu]

ON

ainseapy
99ueWI0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL

"dLd MO Y}iM J3U10 341 pue H1d ybiy aney
p|noys sjooyds Asewlid ay) o auQ |ooyds Aiepuodss (1) suo pue sjooyas Alewnd () omy 1ses)| 1e — Sjooyas (g) 991y} 1ses) e sjdwes :buljduwies uo souepinb |jelanQ

S32IAI9S UoNRINPT JUdId1T pue Ayjeny ‘9]qissaaay Jo AI1aAIjaQ aSIAUIIU| 0} SI0)edlpu] pue SNd  £°€



@ @ Office of the Prime Minister

|00y2S
18 SJ21s1631 Sse|) e
90140 5,034
Ul SP10J3J 3dUepudNIe
J_ules| Alyuop e

"0 9109S 3S|2 I0 ¢
3103s 0] % (6 9A0CE SI ddUBpUlIe Siaulea| abelane Ajyiuow ay) Ji AJLaA

$191S1631 [00YdS By} Ul BIEP 3dUBPUILIE

J0 Aoeinooe AjliaA 03 |00yas A1epuodss (1) auo ises| je sjdwes e
"90UBPUBNIE JO [9A3] abBISAR BY)
918|NJ|BI pUE Jeak JIWapEedk 1UaLiNd 3y} Ul S|00YdS AIBpPU0DSS |[B 0}

¥ Z2100s winuwixeyy

%06 2A0QE S|

183 QIWUBPLIE 1UBLINI Y] J0J 57 dY) Ul S|00Y9S
A1epuodas papie Juswuianob 1o} aouepuslie
Jaules| abelaAe Ajyiuow ay) 1By} 80USpIAg

V3L e | Blep 90UBpUSlIE MAIAS] PUE UIR1GO JusWlledsp uoneanp3 978yl wol4 e *S|00ydS A1epuodag 1oj ajel aguepuany | °§
*0 2403 353 10
¥ 8109S 9,06 9A0QE S| doUBpUBlIe SIaulea| abelaAe Ajyluow ayy JI AJLISA ¥ :2109s wnwixey
$]00Ys 1€ Si21sIhal .
SSe|01e Y007 @ $J91s1631 |00YdS 3y} Ul Blep Souepualie %06 9104E S|
301JJ0 030 J0 Aoeinade Ajuian 03 sjooyos Alewid (z) omy ises| je sjdwes e JeaA 9IUI3PEDE JU3LIND 3 10} 97 3L Ul S|00YS
Ul SPI093] SOUBPUSYE 30UBPUSYE JO [9A9] aBBJAAR Arewid papre JuaLIUIzAOD 10§ SoUEpUIRE
Jaulea) AJYIUON e | 8y} 818[Nojed puB Jeak dIWaPEeIR JUBLIND 3] Ul sjooyas Alewiid |je o) Jaules| abeiane Ajypuow sy} 1 ousping
V3L e | Blep 90UBpUSlIE M3IAS] pUB UIR1GO Juswliedsp uoneanp3 978yl wol4 e ‘s|ooyos A1ewild 10§ d)el aauepuanly |y
*0 2403S 3S3 10 g 24038 SIE3A DILWBPEIE
OM] SNOIASId 3Y} J9A0 P3SEAIOUI JUSW|0IU INS JO Jaquunu 3yl §| (9)
*0 2403S 359 J0 g 24038 SIE3A DILWBPEIE
0M] SNOIASId 3y} J0} Pasea.aUl JusW|0Jua 0oyas s|b sy 4 (q) 9 -2103s winuwixepy
"0 2109S 3S|3 IO g 3109 SJEAA DlUapedE. %G AQ pasealoul 10 %0/ dA0Ge JYlIs SI sIeak
OM} SNOIASId Y} 10§ PASEaIUI JUSW|OIUS |00Yds sAoq ayr§| (B) DILUBPEIE OM} SNOIA3IA 3U} J3AO JUSWIOIUS
1e3f snoiraid pue 1uaLIno |00y2S AJepu02as [e103 3yl 1ey) 39U3pIAg
SIINT e | By Joj Blep 1UBW|O0JUS UIBIqo Juswliedap uoneanp3 91/SINg Wol{ e ‘9)ey Juswjoiug |0oyds A1epuodag sso1g | ‘g
*0 2103s 3S[9 10 Z 91098 SIeAA
JIW3PEI. OM] SNOIASId B} JSA0 PIsEaIoUl JUBW|0JUS INS aYL §| (q)
*0 9409s 359 10 Z 3109 SIEdA JIWapEeIE 9 -2103s wnuwixey
OM} SNOIAS.d 3Y} JOAO PaSEaIoUl JUSW|0IUS |00YdS SHIb 8yl j| () ‘9,6 AQ pasealoul
"0 2109s 35|30 Z 3109 SJEAA DlUapEdE. 10 %08 SAOQE J3Y1I9 SI 1BaA 1U31IND 3y} pue
OM]} SNOIAS.d 3Y} J9AO P3SEaIoUl Jusw|olua [00yas shoq aylj| (e) 1e3A D1UIBPEOE SNOIASI 3L} J3AO JUBLU|OIUD 0z
1e3f snoirald pue 1uaLno |ooyas Asewiid |10} 3Y3 1Y) 90USPIAT :9109s wnuwixep
BIEPS|NT @ | 9y} JOj Blep UBW|0JUS UIeIqo Juswliedap uoieonp3 91/S|Ng Woi{ e ‘91ey Juswjoiug jooyds Alewid sso1g | ‘gz $S920Y
ainseap
UoONEBIYLIIA JO SUBI aping Hul109g pue 3INpadnid JUBWSSISSY 90UBWLIO}IA JO 10}BIIpU| | ON douewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

"pa19|dLo0 9ABY 0} PaLUNSSE aJe pue pala)sifal ale /g Juaind ayy u sjidnd ay ).

8

"0 2403s 3S|3 0 Z 91038 % (8 dA0GE SI Jeak |00Ys snoirald ay)
10} 9733 ur sib Joy a1es uonajdwod jooyos Arewnd [e301 ay3 4| (9)
*0 2103s 359 10 g 31098 % (8 9A0CE SI Jeak |00y3s snoirald
3y} JoJ 97 3y} ul shog a1es uonajdwod jooyds Arewnd [elo1ayy §| (q)
"0 2403s 353 0 Z 31038 % (8 9A0QE SI Jeak |00ys
snolAald 8y 10} 97 ay3 Ul sjooyas Asewrid paple JuswulaAob ul
S|1b pue sAog y10q 1o} a1es uonajdwod jooyos Atewnid [e1oy 3yl J| (e)

uona|dwod Jo abejusdiad a1e|nojed usy| e
¢IUBW|0JU
/d 112 yim a1edwiod pue obe SIeak UsAas | d Ul JUsW|oJud [B10] e

9 :2109s wnwixep
%08 9A0QE SI B3k |00YdS

snoiAaid ay} 10} 97 3y1 ul sjooyas Alewnid paple
1UaWUIaA0D Ul spIb pue sAoq yioq 1o} a1el

Juswedaq "sa)es uoa|dwod jooyos Alewinid ayy uo eleq e uona|dwod jooyds Alewid sy} Jeyl 90uspIAg
uoneanp3 9 e "M3IA3] pUE UIe1qo ‘93130 U0IeINp3 97 /SIA3 3yl wol ajes uondjdwo) jooyds Arewd |/
‘0 2109s
3S[9 10 91038 / 4 0} passaihoid 94 Ul siautes| Jo %001 - %06 4 (Q)
*0 9409s 339
10 Z 91098 Gd 0} passaibold yd Ul S1aules| 3yl Jo %001 - %06 41 (B)
9 :2109s winwixey
1swiedsq 3S[3 10 21098 £ 0] passalfoid | d Ul SIaules| 3yl O %00 _.o w wwou_m_ :1eak Juaind
_ % % b
uoneanp3 97 ‘Ajluan 01 sjooyds Asewnud (z) omy ised| je ojdwes o pue SnoiA31d 3 U3aMIaq pasealoul sey 9T
a1 woly spiodal abueyp abejusasad e Ul sapelb [ooyas Alewiid papie JuswuiaAoh Zl
uoissaibold e | 8y} 21enojed pue (1d-9d ‘Sd-d ‘Ed-1d “o'1) sapeld aanoadsal ay) o) $S0.08 9eJ UoIssalhoud ay) 1ey) 30uapiAg -9109s WhulIxep
SINT e1EP UOISSa1001d UIRIGO JUBWIIedap uoneanp3 91/SING 8yl woi{ e | sajes uoissalboid siaules) jooyss Alewd | 9 Koudioy)3a
alnseap
UOIIBIIBA JO SUB\ aping buli0dg pue 3Inpadoid JUBWSSISSY dJuBWI0}IAd JO J0jeIIpU| | ON dJuew.oyidd

ﬂ
2]

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

"0 2403s 353 10 € 9409s ‘19w e (1) pue (1) syuswalinbal |

(sopeub

J UBY} SS3] UMM S|00YIS 10§ SS.0 Jad J3ydea} auo JO WnNWIUIW € 1o

SI1340e3a} / pue Jayaes) peay e Jo wnwiuiw e “9'l) spiepuels buijels

S30p\ Jad se sjooyas Alewlld paple JUsWUISA0D SS0J0. S1ayoes)
paijilenb pakojdap Ajgennba sey juswiiedap uoneanp3 973yl (1)

SpJe0q 32110U |00YdS pue 97 3yl 18 pakedsip

U3¢ Sey UOoII_wIoul 3y} pue sjooyas Alewild papie-Juswuianodb
10} e1ep JuswAoldap Jayoes) a1einode sutejulew gayl (1)

J1 AJ1I9A pue %aay)
elep ||0iAed Jayoea) sy} urelqo

quawiedap (WYH) JuaWwabeue|y 821n0SaY UBWNH 978yl Wol{ e
‘pake|dsip aie [00yos a1

€ :2109s wnwixey
'SpJepuels

buiyjels s3op\ Jad se sjooyas Alewd paple
1UBWUIBA0D $S010E S1ayoea) patjijenb pakojdap
Ageynba sey 1uawiedap uoneanpy syl pue
'SpJeO0Q 32110U |00YJS pue 97 3yl 1e pake|dsip
U93q Sey Uolewlojul sy pue sjooyas Aewd

pJe0q 30110U [00Y0S e | Ul pakojdap s1ayoea) ay) Jay1aym AJLISA SPIBOQ 30110U [004JS Y] WOl @
V1L e 'S1S1[ JJB1S 3L Ul PaJBOIpUI SE S|00U0S 3y} Ul BUIYDBS) pUE papie Juswulanob 1o} erep JuswAojdap Jayoeal

SISl Jye1S e | pakojdap ale s1ayoea) Jaylaym Ajlien o} sjooyds Arewnd om) sjdwes e O1eINIJE SUIEIUIEW T 343 18U} S0USPINg 74
elep |[0ihed o uaw/ho|dap [9A9] -0109s winuirxep
$|00y0S JO1SIT @ 1340Ba] UO B1EP UIRIGO ‘JUdWIedaq UONBINPT 97 8yl Wol e frewid e yuswkojdap Jayoea ajqennb3 | °g | 92inosay uewny
$592014 Juawabeueyy Juaw)sanu|
ainseapy
UOIBILLIB A JO SUBI aping Bu109S pue 31NPadoid JUIWSSISSY 3JUBWIIOYI JO 10JedIpU| | ON 3JUBWIO}A]

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

s191s1hal douepually @
S|ooyas pajdwes e

"0 2103s 359 10 Z 31098 %H3-G/ U9aMIaq SI 1eah snoinald ay)
10} 91l dduepualie Jaydes) jooyds Atewnid sbeisae Alyiuow sy} j| (q)
*0 2403s 353 10 91098
%06 SAOQE SI dIWAPEeIE SNoIASId 3y} J0J 97 8y} Ul S|00YDS ||e 10}
91l ddUepUBlIE Jaydea) j00yds Atewtid sbelane Alyyuow ayy }| (e)
90UBPUINIE J3Ydea) 3y} aulwIa1ep
01 SJOJIUOW SSB|D 3y} YIMm SM3IAISIUI Ylim SBulpuly ay) a1enbuer|
90UBPUSLIE J13YJe3] 3Y) SUIWIS1ep
0 $191SID31 90UBPUILIE BU)} MIIAS] PUE UIRIGO ‘S|00YdS pajdwes sy} wo.

sobeyuaolad ay) 218|n0|BO puR 30UBPUSIIR JayIea)

¥ :2109s wnwixey
%G/ SAOQe SI dIWapede snoiAsld ay) 10} 97 3y}
Ul S|00Y93S ||e 10} S1eJ 30UBPUSNIE J3Ydea) |00YdS
Arewnd abelane Ayiuow ayl 1y} a0UspIAg

VaETRE) Arewld uo eyep uIe1go ‘SJOo|N/uswpeds( uoneaNps 978y} woi 2ouepuany Jayoea| jooyos Arewd | ‘0L
*0 9109S 3S|3 10 g 81038 SpIeoq Z :8103s winwixep
30110U |00Y3S pue 97 3y} Je pake|dsip usaq Sey UoIeWIOojUI 3y} pue elep SpJEOq 90110 [00Y2S PUE 9
co;moh%c_tﬂwm ||oxAed pue S)si] Jjels 00yds Aiepuodas a1eindde sulelulew 973Ul Jl | gy 1e pakejdsip Uaaq Sey UONBWLIOMUI AU} pUE
__mzm_cwcﬂoa _m_ ||0JAed a3 Ul paiuasald se ale |00yas 3yl ul buiyoes) elep ||0JAed pue s1sl| JJe1s |00yas Alepuodas
Jojsuel U_o_ saidoy e $1340ea} Jay1aym A411aA 0} |00yas A1epuodss (1) suo 1ses| Je sjdwes 918INJ0E SuUleJUIRW 97 3y} 1By} S0USPIAT
1s1| Jye3s Alepuodag e $1S1] JJe1s pue ejep jjoihed pue
eiep |[0JAed e | eiep |joJAed uleigo ‘UOISIAIP WYH 97 /3uswiliedap uoneonp3 979yl Wol4 | Sisi| jjers [ooyos A1epuoaag jo yuawabeuepy | 6
ainsea
UOIBIIJLIDA JO SUBD\ aping bHul102g pue 31npadoid JUBWSSASSY 99UBW.I0}I13d JO J0)RIIpU] | ON aouew.o}iad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

S|ooyos pajdwes e

"0 2409 3S|3 10 Z 8103S %(6-G/ U9amIa( I Jeak
1US1InJ 3y} 10} 91 90UBpUBLIE J9Ydea) [00yds A1epuodas syl §| (q)
*0 9109S 3S[3 10 § 81038 % (6 SAOCE SI JBIA OlWSpeoe
JUS.1IND 3Y} 0} 914 S0UBPUSLIE J3Ydea) |00ydS A1epuodas syl | (e)
30UBpUS}IE J3YI.S) By} SUIULIBISP
0} SJ9)S1031 90UBPUSIIE Y} M3IASI PUE UIR}GO 'S|00YIS pajdwes sy} wold

aouepualle Jayoea)

¥ -9103s wnuiixepy

%06 9A0QER
SI 1eak 91WapeO. 1USLIND 3Y} 10} 91J SoUBpUSlIE
1340B31 |00Y2S A1BpU02IS BU) 1By} 30USPIAT

v13L e A1epu0das uo eiep uleiqo S0\ /Auswiedsq uoieanp3 97 syl Woi4 douepudjie 1ayoea] jooyds Aiepuodas | -zl
*0 2403s 3S[3 10 € @403 UM paldwod aue (1) pue (1) J|
$|00yds pajdwes ayy ul Ajje103dsa uoioe
911091100 B¥e) 0} B1EP 30UBPUILIE %SB) PUB aWI} JaYdea) sy} JO asn
dpew sey Juawiedaq uoneanp3 97 ayl 1eyl a0uspIAa st asayy j| (1)
SAWO09IN0
Buiules| paroidwll 3iNsuUs 0} SOUBPUILIE %SE] pUB Wi} J9YIes)
JO)UOW 0} W1SAS Y131 3y} 3Sn 97 B Ul S|00YIS JO %0G anoge J| (1)
:Ajluan pue yoay)
UOI}OB 3A1}03110 3)e) 0}
B1EP 90UBPUBLIE XSE) PUE BWI} J3Ydea) 3y} JO asn apew sey juawiledsq € :9109s winwixep
mwmmwww%%%%%%_ . Uo1eINP3 97 Y} JBYIBYM UsI|gelsa sjooyds pajdules sy} wol "UOIIOB BA11021100 S3¥e] PUB Se) U0 Wi} pue
mmgm___c_ﬁtoc%m_ 90UBPUILIE J3UIB3) SSAIPPE 01 USYE] U3 9ABY SUOIIOE 1B} 80USPIAD 90UBPUILIE J3U0B3) JOHUOW 0} WISAS y131
BuieaW 1wy edaq e Buipinoid ‘saanuiw Buiaaw ‘syjodal MaIAS) PUB UIB1GO 978U} WOJH | 8y} WO UOIBWIOJUI SE] U0 3WI} J3YJea) $asn
$j00yos pajdwes e '97 Jejnaied ayi Ul $|00yos Juswseda uoneanp3 973y} Jey} s0UspIA7
suoday y13L e Aq asn abejusalad a1ejnojed pue siodal 131 uleiqo 97/S3opN wold *)jse} uo awi} 18yaea] | ‘Ll
ainseap
UOIIBILJLIDA JO SUBBI\ aping buli09g pue 3INPad0id JUBWISSASSY 90UBWI0}I3d JO J0}RIIpU| | ON douewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

‘0 91038 OS]0 U0 €

'spiepuels Ajijenb wnwiuiw

: 9y} 19aW A3} 1y} 21NSUS 0} Sal}|10ey 0l
3|Npayos
s o | 25 DT 1T s 2l o 1T i oo i
SIUBWSSASSE [0S 30 HOHIPUGS S} A SNOIASIE 53 DULNR P ITORMBAT Buunp passasse g7 au1 1eys sousping (e) saljuawe Jo
uoIIpuoy /syodal "SIUSWISSISSE UOINIPU0J |00Y3S JO Suodal sjooyas ui sanijioej Areyues fyjeuonauny pue
Ypne ainjonJisesju| e pUE SPJ0J3J M3IASI PUE UIR]O JUSWIeds( uoreonp3 979yl Wol{ e | pue ainjonJseljul jo Judwabeuew [esauag | “G| Juawabeueyy
*0 2403s 35| 10 Z 91098

sueld (VdS) 1USWSSISSY 90UBWIONR [004dS 3y} Ul pabbeyy sdeb souewojiad ¢ :9103s winwixep

JusWanroldw| [00YdS e 31 SSaIppe pue endLLINY pue spoylaw buiyoeal mau 03 1depe ‘s||ins (VdS) 1UBWSSassy s0UBWIOLRd

spoday J13y1 anosdwl 03 Jeak jooyas snoinaid ayy Ul S19ydeal 1o} Juawdojansp |00yag 8y} u pabbeyy sdeb souewiopad

PUB SUeld ddJ ® | |euoissajoud snonuiuoo papiroid Juswiiedsq uoneanp 978yl Ji Ajusp aU} SS3IpPE PUE B[NOILIND PUE SPOYIaW

UONBHAUL JO'SIoI9T _ buiyoeal mau 01 1depe ‘s||iys J1ay} aAoidul

uons|dwod sue|d JuawaA0IdWI |00YIS MAINDY @ p d
10.591801113) s10031 047 MaIAdY e MH 1eak jooyos mzo_ﬁ_ 3y} Ul SIaYoea) _om_
13| '$130B8} 10} (7 1UBA3JR) papInoId §] au Jayiaym 1uswdojaAap [euOISS301d SNONUITUOI PApIACI
aouepualie Aoy e uIe1I90se 0 ‘'suonejuasald ‘sjeusjew buiuiel) "6 saiiaioe qdo 1uswiedaq uoneonp3 973y} 1ey) 30UspIAT
sylodal BuLlojiuop e JO 9OUSPIAS M3IASI PUE UIEIQO JUsWIedaq uoiieanp 979yl Wol{ e Juawdo|ana( [euoissajoid Snonupuoy | “pi

*0 2403S 3S[9 10 g 9103S SIUSWI|OIUD Z :8103s winwixey

159b1e| 3Y1 9ABY Y2Iym Sapelh uoliepuno) Jamoj 3yl 01 pakojdap aie SIUBWI01US 159618 3U) aney

$13Y0ea) [euonIppe ‘sSejo Jad Jayaes) auo Uyl 310w YlIM S|00yds 3yl | YoIYM S3PelB UOIEpUNO} 1BMO| U3 0} pakojdap

sape.b uoepunoj 3l SI3Ydea) [euonIppe ‘ssejd J1ad Jayoes) suo

VG 1Moy 3y} 0} pafojdap ale S1ayoea} [BUOIIIPPE JBLIBYM UsI|qeisa UBL} 210U YiIM S00YIS 843 1843} 93UspIAS

181| JeiS e 01 9|ge1aWI] pue 1SI| JJe1S 8y} MaIASJ |00YS pajdwes 3yl Wol4 e | [ooyas e uiyym Juswhojdap 1ayaea) aanday3 €l

ainseapy
UoONEBIYLIIA JO SUBI aping Hul109g pue 3INpadoid JUBWSSISSY 90UBWLIO}IA JO 10}BIIpU| | ON 2ouewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

'$19U30 Buouwle JUaWUOIIAUS BUIUIES] JUBIUSAUOD puE 3jes e BULINSUS 'S[elialew Ose|oyds Jo uoisirold

1Joddns jualed abeinodus pue uoneanpa jo soueodwi ay) IN0ge Ssausleme asiel 0} Juswabebua Ayunwwod Juswidojprap [euoissajoid Jayaeal ‘apnjoul SaWodINo Huiules] ancidwl 03 PaloNPU0d g UED 1By} SINIAIOE 3y} JO SW0S 6

*0 9103s 3S[3 J0 § 31095
'SaW09IN0 Bulules| buiroidwi 03 UOIE|3) Ul PAASIYOE USSG Sey Jeym
paule|dxa pue :(juads sem juelb uoneded moy) palonpuod SaINIAIIOE 3y} £ :2109S wnuIXey
$8(11I0Sap YoIym 97 8y} 01 Liodas e pajliwigns aAeY S|00yas |8 1ey) Ajlisp -SOWOTIN0
Ad snoinaid aU) Joj S3LI0INO0 BUILLIES| | fyjujea| Buiroidwi 0} UOINE|S] Ul PaASIYOE U3aq
03N/03a ol Buinoidwi 0} uolie[al Ut PaASIYO. U] Sey Jeym urejdxs pue (Jusds sem sey 1eym suredxa pue ‘A4 snoiraid ay) Joj
S10d31100ydS [enUUY @ | 1.6 yorjeyided moy) PajonpuOd SaNIAIIE AU} %03Yd 0} sHodas ajduwes (juads sem Juelb uoneydes moy) pajanpuod 8
oue Mm_o_h__%m_wc_mmmmm s110da) papwgns Sj00yds | S3INAIOE 3y} $3GLIISIP Yalym 97 ayi 0} 1odal 12109 wnwixepy
10040s Ajuia) e ||E J3Y1ayM YsSI1|qe1ss 0} S3IH|IGBIUNOIJE [00YDS JO SPI0IDI MIIASY B P31IWIQNS SABY S|00YDS ||B 1By} 90USPIAT $32In0S3Y
s|0oyos ‘uoneyded paARdal *S9Wo09}No [e1oueuld jo
3|qibIR J01SIT @ 1BY] S|00Y9S |[B JO 1SI| 8y} UIBIGO JusWiedaq uolieanp3 978yl wol4 | Bulused) anoadwy o) yuesb uoneydes jo asn | ‘9| awabeuepy
suoday aouewlioad
Apsrienp e
(dMmv) *0 9403s 35|39 10 £ 8103 "3NP3AYIS dUBUSIUIEW
Ue|dxJom [enuuy [9A3[-|00YJS pUB 1UBWISSISSE UOILIPUOD 3U1 YIIM 3Ul| Ul A4 Snoiasid sy}
SWWelbold-gns @ | soueuSjUIE [00YIS SPIBMO} S30IN0S3) PAYEIO||E BU} PAZI[IIN 97 Y3 J]
3|Npayas "3|NP3aYIS 80UBUSIUIBUI [3A3]-|00YIS
30UBURIUIBW [00YOS ® JUSUWISSISSE UOIIPUOD [00UIS 3} UMM aul| PUE JUSWSS3SSE UOIHIPUOD 3U} YiM
SJUBISSISSE Ul 9OUBUSIUIBW [00UJS SPIEMO) PR1BIO||B 3I9M SBINAILIE 'R0 |00UIS 3Ul| Ul A4 snoiraid sy} Ul sdueUSIUIBW
uoiIpuoy /syodal | 10j S3INYPUSAXa pue S32IN0S3I JBUYIBYM %30 0} S}odal souewoiad |00Y0S SPIEMO} $32IN0SBI PR1L0)|e
1pne ainjonlisesju| e puB MV swwielboid-gns ayy MalAal pue uielqo Jauueld ay) wol4 e 3} pazi|iin 973y} 1eyy aduaping (q)
ainseay
uonealyLIaA Jo sueapy apin9 Hul103g pue aInpadoid JUBWSSISSY 20UBWLIOYID JO J01BIIpU] | ON 2ouewlo}idd

-
<
o}
=z
<
=
-
P4
L
=
9]
[72]
L
[2}
«0
<
Ll
o
=z
<
=
o
o
L
o
L
o
>
o
[e1)
=
—
L
(=]
L
<
>
o
L
(2}
L
o
—
=z
L
>
L
o
<
=z
<<
=
—
=
i)
=
P4
o
L
>
o
o
-
<<
(&
o
-




Office of the Prime Minister ® @

SJ13y10 Buowe Buiuing uado Buipioae pue (saluedwod UoId3||0 3)sem HUIIBIIU0D IO SI0JBI3UIdUI JO 3sn “D°3) [eSOdSIp a)es pue uoi1d3]|0d Ajlep ‘Buinios/uonehaihbas aysem :apnjoul S|ooyds Ul juswabeuew aisem sadold 0l

"0 2103s 3S[ 10 § 3103s UM paljdwod ale SaINSeaw 3A0qe Y} JO 7 J|

sped Aseyiues jo buibueyo pue |esodsip 1oy Sali|1oe} JO UOISIAOI] (1A)
SQNJO [BIUSWUOIIAUS JO AJI[eUOIIOUNY pUEB JUsWYSIgeIsT (A

S31M1]10B} UOIIBIUBS PUE S3IINOS J3}BM UB3|J JO UOISIAOI] EW 8
|004as 8y} uIyuim saoeds uaalb pue bunueid sai) (i) ] -0100s winwixep
o Juswabeuew sysem ssdoid (1) ¥ -2109s WnUIXep $|00Y9S UIY}Im
sploday Buionuop e S3A01S Bujo02 bulres Ablaus $]00Yy2S PapIe JU3WUIBA0D ||B Ul JUSWUOIIAUD spsenbajes
1SIA Pjol} ms Q_E% pue seboiq ejos Jo asn “6H°a sainseaw Aoualoya Abisus joasn (1) | Duluies| ajes e a1ealo 0} swielboid paronpuod fyayes pue
sj00yas pajduies :BUIPN[OUI S3I1I[19B) JUSWUOIIAUB Bulules] ajes | SEY JusWlledsq uoneanp3 978y 1ey) 30usping yeaH ‘|e1aos
WoJj UOIBILIBA e | 3yl Jo Alljeuonauny pue a9Us)SIXa 10} %9343 ‘s|ooyas pajdwes ay) wol JuawuoliAud Hujuiea| ajes e jo uoneasy | ‘gl ‘JuawuolAug
*0 2109S 35|39 J0 Z 8103S SAWOIINO
Buiuiea| buiroidwi 0} UONE|a) Ul paASIYI. Usaq Sey 1eym sulejdxa pue
pasn sem uelb 3yl Moy $3qasap yalym 1odal e paonpoid 978yl 4|
$3W02IN0 buluiea| aroidwi 03 pasn Z :2109s winwixep
SH0da) UONOAASUI-T ® | s yuel6 a1 Jay1aym ule1ia0se 0} siodal aouewioad awwelboid-gng
syodas ouewlopad ‘ SaW091n0 burules| buiroidwi 03 uone|al
[enuue pue Apla}leny e :MBIABI PUE UEIGO JuaWiedaq UOREONPT 918 WO | haraijoe uaaq sey jeym suie|dxa pue
040 8y} wioyj UOISIAIP U0I308dsu| U} 0} PaLIajsuel) SJUNOWE 3} PUB USYM | pasn sem Juelh ayl Moy SagqLosap yolym
SpJ023l [BloUBUI @ USI|ge1sa 0} SpJ0Jal [eIoUBUI UIB1GO Juswiedsq adueul4 97ay) wol4 | 1odal e paonpoid 97 ay1 1eyl a0uapiAg (q)
*0 2409S 3S[3 10 § 3103 S3UIPPIND € :2109s winwixep
13d se uonvadsul 19Npuod 0} SpuNj UoNJadsUI JO %00 L PISN 97 Y3 J|
$3W00IN0 bulules| arosdull 0} pasn uonoadsul 1onpuod 0} Mﬂﬁ_ywchwmhwmmmcm
e . _ _ !
MH__%%M%QOLWM%MUM Sem Juelb aU) JSUIBYM UIRLISOSE 0] 2_6%_ souewloyiad swwesboid-gng 10.%001 Pasn 977 a3 18y} 30U3piAg (2)
[enuUe pue Apaiieny e 'M3IA3J PUB UIBIGO JUaWIedaq uoieanp3 97 ay} wol SoW09}N0
049 3y} wou} UOISIAIP UO0I303dSU| 8y} 0} Pa.IajSUBI} SJUNOWE 83U} PUB Uaym Hujusea] anoidwi 0} yueig uopoadsu)
SpJ02al [eloUBUI @ USI|ge1$a 0} SpJ0J3l [EIOUBUI UIBI]O JUsWIeda(Q 32UBUI4 97 3y} WOl pue juawabeueyy uoneanpj joasn | /1L
ainseajy
UOIIBILJLIDA JO SUBBI\ aping buli09g pue 3INPad0id JUBWISSASSY 90UBWI0}I3d JO J0}RIIpU| | ON 99uewW.o}Idd

7]
=5

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

bo730ueA3LI9 @

sbunasw Jo saInuUI e
syodal

UoI1eZINISuas ‘buluiel] e

*0 3109 35| 10 0] PaJaype ale IA0GE ‘111 0} 'l }I f 31098

ASTI0N
Aq uswabeuew aoueA3LIb uo JejnalId 3yl Jad se uswabeuew

30ueA31Ib pue Juswahebus Jap|oysyels Uo paulel) uasq arey (90g)
SI0UIA09 JO pIeog/ (JNS) Sea1IWwo) Juswabeuepy [0oyas ayy (i)
'$|00Y93s ||e ul sjuswysiund [elodiod N0 dwels 0} SUOIIOe Ud3e]
pUE SI3UIE3) PUB SIHIOM ‘UBIP|IY) 1SUIeDE UoieuIwLdsSIp pue asnge
/39UB|OIA JO WO} AUE d1eUILIS 0} S3INSE3W UO SAIHUNWWOD pue
904 ‘QINS ‘UBJP|IYD ‘SI9I0M ‘SIayoea) paziisuas ‘pautesy sey 97yl (1)
$]00Y9s
Ul S13Y0e3) pPUB SISXIOM ‘UBJP|IYJ JOJ UOIBUIWLIISIP 3SNGE/30U3|0IA
Jo wioy Aue jsulebe sainseaw uonaajold soeid urind sey 973yl ()
J1 AJ1I9A pue %93y)
S3IIAIIOB BUIUIRI] DA PR1ONPUOI 97 1Y) UIBLISISE 01 $|00YJs € 3jdwes

"Juawabebua
19p|0Yae1S pue JusWabeurwW 39UBA3LID U0 SHOF puB SHINS Y}
paulel) aAey 90140 JuswdojaAaq Alunwiwo) pue 310 Uoieanps 97

$aInseaw uonoaloid 3yl Uo UONHEZINISUSS pue Bulllel) pa1onpuod 9

sIayoea) pue
SID3IOM ‘UBIP|IYJ 10} UOIBUILIOSIP 3SNCE/33US|0IA JO U0} Aue 1sulebe
20e|d Ul ale saInseaw uoioajoid 1ey) Uie1Iadse 0] s|ooyds ¢ ajdwes

¥ :2109s winwixep

'S|00YdS

||e ul syuswysiund [eodiod pajeulu|e aAey
pUB $3NSS! yons BulleuIwi| uo SaHUNWWOD
puUE ‘909 ‘IS 'UBIP|IYD ‘SIHIOM ‘SIaYdes}
pauleJ} aAeY A3y "S|00YDS Ul SIydes) pue
'SI9XJOM ‘UBJP|IYD JSulebe uoleuIwLIdSIp pue
'3SNQe ‘90U3|0IA 1Sulebe sainseaw uooaloid
pajuswa|duil sey 973y} 1ey} s0UspIAg
udipjiyo 1sutebe uoneulwIISIp pue adud|OIA
Jo wioj Aue Jsutebe sainseaw uonId0.d

UOIJBIILIIN JO SUBI

aping Hul109S pue 3INPadoid JUIWSSISSY

39uBWIO0IAd JO Jojealpu]

ON

ainseapy
d9ueWI0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

(S30)

SpJepueis uoneanps

JO 91BJ0}03IJ WOJ)

syodai Jo 1digoal jo
1UsWabpa|mounoy e
suodal uonoadsul-3 e

*0 2409S 3S|3 J0 g 8103s UOIIV3dSUI-3 Ybnoiy}
[9A3] [BUOIIEN PUEB 97 ‘|00YS 18 pajeulwassIp spodal uoioadsul
3y pue ‘wJal Jad 90u0 1se3| 1e paroadsu| ale sjooyds Aewd ||y e

SIFSTIET
'sujodas uonoadsul Jo 1diadal buibpajmouyoe S WoJj SIaNaT

(JuswuoJIAUS Bulules| ‘sisaules)

JO JUBWISSASSE SNONUILU0J ‘Sapelb $S010e SIayoes Jo JuawAiojdap

‘3ouepualie JJeis pue |1dnd ‘uonejusws|dwi 3|gel-awi} ‘UoeAIssqo

Uuossa| 'suejd uosss| 1om Jo Sawayas Jo uonesedasd sadosd
:buimoj|o4 ay3 s1syio buowe passedwoous uoioadsul sy 1eyy Ajlisp e

pajoadsul
AInp 3Jam sjooyas Alewiid |je 1ey1 UIB1I30Se 0} Uolleuliojul /sylodal

J1eak |00yos snoiAsld 3y Joj uoosdsul-
ybnouyl (93] |euonEN pUB 97 |00Yds

18 PaleuIWassIp s1odal uonoadsul ayy
pue ‘wis) Jad 30U 1Ses| 1e pajoadsu|

sue|d uonoadsur g7 e | /suejd uoidadsUl M3IARI PUE UIEIqO JUaLILIEdaQ UOIIEINPT 97 aY) W0l | 9Jam S|ooyds Atewid e 1ey) a0uapiAg (9)
*0 21095 95J9 10 Z 3109s SINAINO PUE SI0}LIPUI
5 _ d BIluB q sindino
|GB1J1IBA 'SaIIAIL0E Olj198ds S1yBIYBIY Ueld Uonoadsu| [00yDs ay)
" PUE S10}EDIPUI 3|qBILIOA 'SINIANIE
AL MHIAPUBHIBUT | 51193ds 1ybiybIy 18y} 18ak uaLnd ay)
sue|d uonoadsul | 1oy uejd uonaadsu| [0OYIS PAZILIOISNI
sue|d uonoadsur g e 10 59102 M3IABJ PUE UIe}qO Juswledaq Uoneanp3 9 oy} Wold e padojarsp 9 3y} 1ey} 30uapIAg (q)

*0 2103s 3S|9 10
Z 3109s 979U} UIYIIM [9A3] [004S 1B S3W0aIN0 Buiules| jo Juswanolduwl

Jeak jooyos snoiaaid
3y} 10} 97 Y1 UIYLIM [9A3] [00YDS 1B

Jadwiey Jey) seale pajuBLINOOP pue paynuapl 913y} I AjLiap $aW091N0 bulules| Jo Wuawaroidul 4!

‘pajuswa|dwi pue dn-pamoj|0} dIaMm S$aSSaUeam aouewloslad Jadwey ey} sease papusawnoop -9109s winwixey

s1Jodas BuLIoyuo e |00YDS PalIIUSPI SSIIPPE 01 SUOIIEPUSWIWOa] pue paroadsul Ainp pue paynuap! 973y} Jeyl 2duspiAg (e) Moddns
Spodal uonoadsul-3 e 2Jam s|00yds Atewild ||e 1ey) UIe1I39SE 0] uollewlojul /s1iodal ‘uoisiasadns poddns pue jybisiang
sue|d uonoadsul 97 e u09adsul MaIA3I pUE UIeIqo Juswlledaq uoneonp3 97 syl wol4 | pue burioyuow ‘uonoadsul jooyas jo Aujend | ‘0z ‘foudisedsues)
ainseapy

UoONEBIYLIIA JO SUBI aping Hul109g pue 3INpadoid JUBWSSISSY 90UBWLIO}IA JO 10}BIIpU| | ON 2ouewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

‘0 2409s 3SJ3 10

T 2103s ue|d-31 pue SaWo21no Hulules| sroiduil 0} SUOITEPUIWWOD3!
pajusWa|duil Y} JO SSUSAIIRYS Sy} Pajen|eAs 9 ay] e
JI AJ1I9A pue %3y)

¥1 72100 winwixeyy

1e3A |00yos snoirald 3yl 1oy
ue|d-aJ pue $aw09IN0 bulules| aroidwi
0] SUOI1EPUSLIWOD3] pajuawa|dw ay}

syjodal bullojiuopy e | sp0das bulioyuow MaIAR) pue uleiqo juswiliedsq uoneanp3 97 syl wol JO SS3UDAII03}J3 ay) palenjeas 913y (b)
0
9103s 5S9 10 Z 3109 SUOIEPUSIWOD) U0N3dsul 3y} pauswa|dwi
pUE S3I}IAIIO. UOI103dSUI PaIoHUOW Sey Jsd140 uoneanp3 97yl e
1 Ajl1aA pue 3oay9 Jeah
; |0042s SNOIAId 10} SUOITEPUSLIWODS.
sy10da) BULIONUO| e SHodal uonaadsul ay) pajuswa|dwi pue
spoda) uonoadsuig e BulioyuOW 3y} M3IA3] pUE UIR1GO JUBWIIeds( uoieanps ayl wol SOIIAIIOR UONo3dSUI PRIoUOW Sey
sue|d uonoadsul 97 e "spodas uonoadsul Jo 1disdal buibpajmouxoe S3g WOl S9N | 13010 UoIeINp3 97 8yl 1eyi aousping  (§)
"0 2103s
3S[9 10 g @403s $|00YS Alewlid PapIe JUSWUISAOY ||e Ul SJUBWSSISSY
90UBWIOLS [00YIS P31oNpU0d S|00YIS JO J0303dsu| 978yl e .
: JIE)
3 |ooyas snoiraid ay) 1o} sjooyds Atewrd
s|0oyos Azewlid papie-JusuuIA0D || Ul PAIONPUOD | paple-)UsWUISA0S) |[B Ul SUSWSS3SSY
suodas burioyuop e QoM SIUBWSSISSY 9OUBUIIOLIS |00YIS B} JSYIaYM aulWIa1ap 0} | 90UBWI0LS |00YIS Pa}oNpUod S|00YdS
suodal yds e S110d3J JUBWISSISSY SIUBWIOLRJ |00YIS Y} M3IA3I pue UIelq0 40 10303dsu| 97 3y} 18y} souspiAg (9)

syodas burioyiuop e
sue|d uswaroiduy
90UBWION3d |00YdS
spodal vdS

Spodal uonoadsul-g
sue|d uonoadsur 97

‘024098 3s]910 ¢
9109s 1e3/ |00yds snoiAald 1o} uonoadsul BulINp PaAIISGO SSauyeam
JO Seale SSalppe 01 Sd|S dojaAsp 01 Sjooyas parloddns 97ayl e

=

dIS 8y dojaasp 01 papioddns

9J9M S|00YIS 3} Jay1ayMm aulwIR1ap 0} spodal buuiely pue uonoadsul
|00Y2S 3y} M3IAS pPUB Ule1qo uswliedsq uoneanp3 97 ayl wol

Jeak |0oyos snoiaaid sy}

J0} uoioadsul buLiNp paAIaSqO SSaUMEIM
JO SeaJe SSalppe 0} Sd|S dojaAsp 0}
sj0oyos papoddns 97 ay) 18y} 80UapIAT

(P)

uoineadljLia\ Jo suesa\

aping mc_._oom pue ainpadold JUdWSSassy

9Jdueuliojlad Jo lojedipuj

ON

ainseapy
aJueWI0}Iad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

3J1| Jo sAep /-0 1S11J BY) UIYIIM JUBJUI UIOG 3AI| B JO U1B3P SI YOIYM Y1eap U1og-maN Ajie3 ay1 pue Alaaijap Buunp 10 81013q A11oys 1na20 18y} Yuiq (NS ysaly ‘Kiaaiap
210J3q polad papusixa Ue 1o} qUIOM S} Ul SUIBWIAI SNY30} 3Y) PUB ‘0J3IN U INDJ0 YIIYM Ui ||1}S Palesaoew sapnjoul | “aji] o shep uanas 0}-dn Aoueubald Jo syaam pala|dwod gz Ja)e Sn190j e JO Y1eap ayi Se paulap si yieap [eleuliad

LL

"0 81098 9S[9 10 p :9109s winwixey
b 8109 A4 SNOIA3Id Y] PUB 3UO ING A4 SNOIAIA U} USBMIB] %G 1583 Aq snomaid a1 pue 30 1N A4 snoimaid
16 A 20uBpUaIE (0d0) JUaN1ed-INQ paseaioul sanijioe) 97 8yl Ji AJUsA 34} U3aMI3q %G 1589 18 Aq 5ouepuaNe (d0) 7z
S0UBpUSNIE 0O Ul aseaiou | JUSNBA-INQ Pasealoul sanijioey 7 ey} s0usping :2109s wnwixeyy
SWI21SAS e1ep ZSIH @ | 9bequs0iad ay) 91[nojed pue SA4 OM Snoirald aU J0j ZSIHQ MaIASY e aouepuape (ado) uaned-ng | ‘¢ $5999Y
9 ;21095 wWnwIXey
Jo1si6oK Q| » "0 31098 35|90 10 9 31038 '091$9) JaM Paleal] SASeD ellejew
Syt Pa1Sa] 9JaM Paleal) SaSed BLIB|EW |2 1eY) paInsus ey 97 ay) JI AJUsA 2 18] PAINSUD Sy 7 31 1y} 30U3PIAT
19816y ado e [EISEIEIEIN eliejew 10y}
7SIHQ @ $9SE0 BLIR[eW paleal) |[e 1.yl YSI|GelSa 0} ZSIHQ MaIAal pue uielqQ e | Aaijod jeasy pue 1s9) ays jo uonejuswadw) |z
*0 8109s 3S|3 IO
9 8109s Sa11I|10B) 3] ||e Ul pauaddey 1ey) syieap [ejeuriad jje pajpne sey
10 )Bap 0U Sey Jay1ia 97 9Y] 18y aInsus 0] Saijioe) yijeay |je papioddns
pue pasiniadns aney HOW OHQY PUB OHA 94 1 AJLdA PUE %09y
9 :2109s wnWIXey
| Q ‘Ad snoinaid ay) c_a&_u:m Palonpuod sanioe) o)
L183( |21RULIBd PaouaLIadXa Sanijiory Y1jeay pajduies ay Jaylaym 2 Ul pauadde 1ey) Syyeap [eieutiad [ papne
YSI|qe1sa 0} 1Jodal YSAdIN 941 pue S1oday 11PNy M3IAS] PUE UIelq) e
Jo1si6oy ILBIEN » Sl 30U20 Sey J0 Y1eap 0u Sey Jaylis 97 3y} 18y} 3Insua
SOU3Y YNV @ | IEaH (¢) OM pUE [ENTSOH 10LISIQ/AI 3430 UeaH (1) 3uo ajduwes e | O SPIIEOE) UlfEaL [1e paioddns pue pasivadng . ¢l
spodal YSAd @ "183(] [B1RULI] PAOUBLIAUXa S3II|I0B) oY HIW OHAY Pue OHQ ey} 2ouspIAS -0109s Wnwixep
¢SIHQ e Y1eay ay1 Jo Aue Jay1aym ysi|qeiss 01 ¢SIHQ MalAal pue uielqQ e nyieaq [ejeuliad jo uojonpay | ‘L Ayjenp
ainseapy
UOIIBILLIIA JO SUBD aping buli092s pue aInpadoid JUBWSSISSY 99UBWIO0LIA JO Jojedlpu] | ON 2auewWIoIdd

'|ENdSOH 1011SIQ/Al 213U90 L}EY (1) U0 PUE S]] 313U3D L}E3Y (g) OM3 1Ses| e — Salll|Ioey yjeay
(€) 921y1 1se3] 1 3jdwies pue JesA [eloueuld snolAsld sy} Ul yiesp |eyeullad paplodal ey Sali|1oe) yijeay Ajiusapl pue z SIHG maiasy burdwes uo souepinb |jessnQ

S3IIAIRS Y}|eaH Jua1a1)3 pue Ayjend ‘9]qissaay Jo K1aAlja@ 3SIAUADU| 0} Si0jedipu] pue SNd '€

ﬂ

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

S)ISIA U[E3Y [BIUSWUOIIAUS pUE Uojowoid yyeay '|d3 buipnjouy

el

SYISIA Y13y [eIUSWUOIIAUS pue uoiowold yyeay ‘|43 buipnjou L
"0 2103s 3S[3 10 Z 9409S S3IM|10B) Y}jeay e SsalaAlaq (I11)
*0 2403 3S|3 J0 g @403s ‘B||9gNY ‘S3|SEaW 10} uoneziunww| (1)
"0 2403S 3S[3 10 Z 9409S I21SBWII| 15| BY} Ul 318 [ejeudiuy (1)
'S9OIAIDS DUIMO)|0}
93U} J0} % uey ssa] Jou Aq A4 snoiaid 3y} pue auo Ing A4 snoiraid sy} 9 :2109S winWIXey
U99M19( SOUBPUSIIE 0IAIS 918D [BUISIEW PSEaIdUl S3NI|I0B) 97 8yl 4 %z
SaN|ioe} Yyjeay 1e sauiaapg (i) | UBY} $S3| J0u Aq A4 snoinaid ayy pue auo Ing A4
B|[2gny 'S9|Seaw 10} Uoleziunwuw| A__v wjo_>wa 9] UsaM]a( a0UEpuallE 2JIAISS aled
Y21S3WI] 15| BY1 Ul aJe] [eleuaiuy (1) | Alulsiew pasealoul sanijioe) 97 1.yl 30UspiAg
Swi)sAs e1ep ¢SIHQ @ Ul 9SB310UI 3} YSI|geISa pue SA4 0M} SnoiAsId a3 J0) ZSIHO MIIASY | @3uepudlie 33IAISS 3Jed pJIyd pue [eusdel | °§
‘0 2403s
9S[9 10 § @103S A+ SNOIAAID BY) Ul ¢ SBYILBIINO ANUNWIWOD QY 1B 1B
pa1onpuod A1lj1oe) yijeay ajgnd yoes 1eyy painsua sey 97 syl 4 AJLIap
E%Em%_%m%&”m 500405 Ul  BUpnjoU 9 :2109s wnwixep
paLIRD SIjsiBaY e A4 snoirsid sy} Ul Sayoeanno AlUNWWOd g 1Se3| 18 paionpuo) e /5308210 AYUNWILIOD 8f 1583
syodal 'SaIM|I0.) | 1e pajonpuod Ayjioe) yiesy angnd yoes
{oeaJno Ayunwuwio) e Uijeay |[e Jaylaym ysijgeiss 03 SHodal yoesino Ajunwwod malnay 12} paInsua sey 97y} 1eyl souspiag (q)
"0 9109S 3S|3 10 g 3109S A+ SnoiAald 3yl ul spodal | HA Apsnenb
SaUoeaINo D3NIWGNS SAI|I98) y3BaY onignd |8 1ey) painsua sey o ayy ji Ajuiap | Ad Snoimeid ayy ui spodai JHA Ajisienb
Alunwiwoo ay) 1e panIwgns sanijioe) yyeay algnd |e
palLIeo sajsiBoy e A4 snoinaid ayy ur spodas [HA Ajisrienb paniwgng e 12y} paInsua sey 97 3y} 1ey} sousping (e)
syjodal :SolH|1oe4 Yyeay jooyas
(oealino Ayunwuwioy) e Uijeay |[e Jay1aym ysijgeiss 03 SHodal yoesino Ajunwwiod mainay Buipnjoul sayaeasno Ayunwwod 3 SJHA | ¥
ainseap
uoneayLIdA Jo suesapy aping Hul109s pue aINpadoid JUBWSSASSY dJUBWLIO}IA{ JO J01ealpuU] | ON aoueunoyad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

*0 2409S 3S|3 J0 € 8J0IS UOISSIWPE UO SABP € UBY) 30w Jou puads
AjabeJane euejely yum paniwpe siuaied 18yl painsua 97 3yl 1 AJLsp

'sjualed eleje|\ Jo abJeyosip 01 uoIssiwpe

Us|geiss 0} (1onenb yoes wouy G) syusied | 1ses) 1e sjduwies pue A4
snoiAsId 8y} JO 7 pue g sisllenb 10} 431S1031 (Id| 9Y} M3IASI pue uielqQ e

11 OH ¢ pue 3jqealjdde

€ :2109s winuixepy
uoISSIWpe uo shep ¢ ueyy

alow Jou puads Ajabelane elejely Yim paniwpe
Sjusiied Jeyl paunsus 97 sy} 1By} 90USPIAT

19181631 | @ 9J3UM 97 8y} Ul [IASOH [BI8US9) 1OLISIQ/A| 11UBD YI[ESH SUO JISIA @ uoissiwpy uo Aejs juaneduj jo Yibuaq -6
Z 3103s Jeaf
19d JUB119 ONY 008 1Se3| 1e 0} papualie ajImpiw yoes abessne uo §| (1)
€ 9109s IeaA € -9100s winwixepy
19d 1UI19 ONY 007 L 1SB3] 1B 0} Papuaiie ajimpiw yoea abelare uo j| (1) SIU3I10 INY
-abesane oL alejnoje] e JO Jaquinu palinbal 8y} 0 pualie Sali|ioey ||e ul
oed sanmpi | SSAMPIUIJRUL PRINSUB Sey 9] 33 1Ry} 30U3pin
SIDOM YlBaH 97 e JO J3quUnu 8y} ysI|qelsa 01 [[oAed SIaxJO Yl[eSH 979U MalAY e *S9AIM-PIN 9 -9103s winwixey
(SIHQ e SIUSI[3 ONV [€10} |y} YSI|qelsa 0} B1EP (SIHA MalAoy @ 3y} Aq o) papuaye sjualjd JNV jo JoquinN | °g Kouaroyy3
€ :9109s winwixep
*0 2109S 35|93 J0 € 8103S A4 SNOIASID BY} Ul 3JBD DIUOIYD A4 snoinald
AIH 01U1 S3AlIsod AJH pa1sal AjmMau %G6 1S3 18 Pajj0Jud 978yl §| | 8yl ul 8183 d1U0IYI AlH OUI SaAINSOd AJH Palsel
‘A4 SnoiAa1d ay} Ui 189 21UOIYO AJH OUI pajjolus saatisod | AIMOU %G6 1Sea| 1e PajjoIus 97 U3 1ey) 30UapIAg
SwisAs e1ep ZSIHA @ AIH pa1sa1 Aimau Jo abejuaaiad ay) ysi|geiss 0} eiep ¢SIHQ Malnay JUSW||OJUB BRI JUOIYI AIH | L
€ :9109s winwixep
*0 2109s 339 0 € 8103s %G Ag 3UO 1N A4 snoiraud au0 Inq A4 Snoinaid pue
pue A4 snoiald sy} usamlaq Sa0IAISS (d4) buluueld Ajiwe Buiaidal | A4 snoiaaid sy} Usamiaq S90IAISS (d4) buluueld
abe aA110NPpoIdal JO UBWOM JO J3qUINU 3y} Pasealoul 97 3yl 4 AJLIaA Ajiwe4 Buindal abe aAioNpo.Idal Jo usom
'S90IAIBS (d4) buluue)d Ajiwed jo oyeidn | 40 J9qUINU 8y} Ppaseadul g 9y} 1By} 90u9pIAg
swaisAs e1ep ZSIHg @ Ul 9583J0UI Y1 YSI|qe1Sa PUB SA 0M] snoiaaid 8yl 1o} ZSIHQ MaInaY sa21A13s bujuue|d Ajiwe4 jo ayeydn | -9
ainseapy
UOIIBILLIDA JO SUBIIN aping bui03s pue 3Inpadoid JuUdWISSASSY 90UBWI0}I3d JO 10)RIIpU| | ON 29ouBwW.I0Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

"3In3on1ys BuIjeIS PJo 3Y) SN [[IS PINOYS SI0SS3SSE 3} ‘97/SZ07 A4 Ul PRIONPUOJ 3¢ 0} JUBWSSISSE 3y} 104 vl

SO} RIS @
SallIoey
pajdwies ay} 1e pue
S3|l} }4B1S Ul SaSURI|
buionoeid piep e

*0 2109S 35|39 10 § 3103 SAWOIINO 39IAI3S JO Aljenb aroidwil 01 S3Ipoq
bunenbas snoliea Ag 30110e1d Jo Splepuels 19aW 03 Sasuadl| buronoeld
PIjeA 9ABY JJBIS [BIIPAW |[B 1BY) PAINSUS SBY YH PUB OHQ Y} 4|

AN ‘DdHY ‘DdaN Wloj asuaol| buronoeid
PlleA 9ABY J4B1S [BIIPSW S} [[B Jaylaym YSIGeISs 0 91} JElS MIIASY

¥ :2109s winwixey

S3WO02IN0 32IAISS Jo Aljenb anoidwi 01 salpoq
bunenbas snoltea Ag 90110e4d Jo spiepuels 19aw
01 $3sUaI| buroioeld pijeA aAey JJels |ealpsw
[|e 18y} PaINSUD SeY YH pue OHJ 1yl 30uspiAg
sasuaal| buronoeid pijea aaey jjels [ealpay

L

(0 94103S oS|o 10 G 3103§

JueISISSe YiesH (9)
'SSAIMPILU 9 1Se9] Y (P)
‘]auuosiad ge z 1ses| 1y ()
'sasINN 0L 1se3| v (q)
'SI3010 [BOIUI] 7 1SE9] 1Y (8)

||| 913U3)
U)[B3H Ul JJe1s [ean10 Buimo)|0) aY) paliniodl ey 978yl 1ey) 90UIPIAT e
*0 8109 3S|9 10 G 91038

(=)

JuelSIsse YyesH (
'SIAIMPIW 7 | 1Se3)| 1Y
‘|]auuosJad ge7 9 1ses| 1y
'S3SINN 07 1Se9| IV
SI90144Q [BOIUIO G 1SE3| 1Y
‘1Je1s alieay) G 1ses| Iy
'S190140 [BOIP3IN € 1SB3)| 1Y

~ e~ o~ —~ —
O O T LG
—_ T

©

1JB1S [BONLD
1O pJ0J3Y d0UBPUNY ®
181 JuBWiAojdap Jjeis e
IS YEIS ®

'JJB1S |BO11LIO BuIMOJ|0) 3y JO JuswAo|dap AjLIaA 01 S||| 13U3)
U}B3H () oM pue '[exdsoH Jo13sI/Al 913UdQ YyeaH (1) auo ajduwes e
Aupioey
Uiesy 3y} 4o yaes 1e pakojdap uoiisod Jad Slaquinu j4e1s sy AjLisp e
"S3IM|108} ||© 10} S1SI| §IS MIIASI PUE UIRIGO JUN NYH Y} Wol{ e

01 :9100s wnuwixep
S/l 211U3J U1[eaH Ul Jje1s
[BO11110 3Y) PAANIOBI SBY 97 3Y1 18] 30USPIAT

v SIII QH PUe SA| JH [[e ul jjels [edntd
Jsow 3y} Jo JuawAhojdap pue Juawniday

0c
-9109s Wnuixew

931N0S3ay uewny

UONBIYLII JO SUBI|

aping Hul109s pue 3INP3I0IJ JUBWSSIASSY

92uBWIOIA JO Jojealpu]

ON

ainseap\
d9uBWIO}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

Ad snoinaid ay)
WOJj S91BINIIBD O0d) @
suodal 3Ny e
S3INPayYas JN) e

*0 2109$ 3S| I0 Z 310S [12UNOY [BIIPAI
(1ueAsjal) ay1 01 Liodal ay) panlgns pue A4 snolaaid ayy ui sfj) OH

10 42B3 01 SdJ 7 1583] 18 papiAold s|elidsoH 101siq pue sAl OH (I (1)
*0 9109S 3S| I0 Z 8103S A4 SnolAaid

U1 Ul SI191U30 0dD Se Palilad a1am s|eIdsoH 101sIg pue sA| OH (1Y (11)
‘0 109s

9S|9 10 g 9103s A4 SnoiAdid a1 Ul STND / 1Sea| 1e pajonpuod soH IV (1)

SIPVDEN

uonalpsUNf1Iay} 18pun sjjj 9H 3y} Jo

yoes 0} sqdo/3ND / 1Ses)| 1e papiaoid sjendsoH 1ousig pue sal OH (1)
A4 snoiaaid ayy Ut 1ounog)

[B01PAIN 3Y} 01 Lodaa BY) PaRULANS s[e)IdsoH 10LsIa pue SAI OH IV (1)
A4 shoinaud sy ui

$191U30 0dD/3ND SE PalyLIad aam s|evdsoH 101sIg pue sAl QH IV (1)
JAYIYM Usl|qe1sa 01 s1iodal 0d/3IND Y1 M3IASI pue uielqQ

'JJR1S [BaN1Id Ag SouepUSIIe

pue passnasip saidol ysijqeisa 01 suodal I Yl M3IASI pue ulelqQ
3|NPaYos JND 3Y1 UILIGo sanijioey pajduies ayl wol

9 ’2109s wWnwixeyy

‘A snoinaid ayp Ut s|i| OH 03 SAdJ ¥ 1se3)|

12 9pIA0Id pue ‘SISIURD (0dD Se Palji1iad 3. SA|
JH ‘A4 snoiaaid 3y} ul SJND / 1Ses| 1e 10npuod
SOH I[& 18y} S2INSUI 97 3} 18y} 30USPIAT
JudwdojaAa( Jeuoissajoid

snonuiuoy) /uolleanp3 [ealpay snonupuod

UONBIYLII JO SUBI|

aping Hul109s pue 3INP3I0IJ JUBWSSIASSY

92uBWIOIA JO Jojealpu]

ON

ainseap\
d9uBWIO}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

*0 3109s 35|9 10 Z 9103s abenbue| [B20| Ul 3BIeYD JO 331) PaIBLJO SIDIAIS
a|qejieAe |je bunsi sisod ubis a|qisiA aA_Y SaNI|Ioe) Yi[eay dY) JI AJLIIA

's150d-ubIs ayy uo
3S0y} Yim a1edwod pue abieyd-ul Wolj PaJao SaJIAISS JO 1SI| uleigy e
S|aqe| pue sisodubis sy} JO 30UB1SIXa SAISSCQ e

||| 83U

abenbuey
|e00| Ul 9bJeYD JO 331 P3IBJJO SADIAIIS
3|qe|ieAe ||e bunsi| sisod ubis |qIsIA
9ABY S3IM|10B) Y}eay 3yl ey} 90uapiAg (B)
uoneuwuojul

uoleAIssqQ plei4 e UHesH (z) omy pue ‘|endsoH 10L1sIg/Al 213U YyesH (1) suo sjdwes JueAdjal yum 1sodubig Jo aoudlsixy | yi
*0 2409S 9S|3 10 Z 9409S 30.N0S Ja}eM 3jeS  (A)
*0 9103s 3S|3 J0 g 903 dL0S pue I3jem
yum Aujioe) Buiysem puey Yyim sjews) pue sjew usamiaq paiebaldas
J4e1S pue sjuaied Joj Saiy|1oe) [esodsip sisem uewny ues|y (A1)
*0 2409S 3S|3 10 g 8403s JoW aJe 2 pue g ‘e (i) 4| ‘ud eyusdeld (9)
3p0J IN0J02 0} BuIpI0DIE 3)SEM BuIoS ()
saxoq A1ajes pue sbeq pJezeyolq ‘suig }Sem papod 10jod (e)
:buipnjoul
SUOIBIS YI0M ||B Je S311|10.) [esodsIp pue Juswabeuew sisepm (1)
"0 2109S 3s3 J0 g 8403s Juswdinbs 1o} J3zI1S (1)
"0 9109S 3S|3 JO Z 310IS SUOIIE]S HIOM
||e Je Jazijues pased-joyooje Jo deos yym saijioe) buiysempue (1)
S3IHUWE [0J3U0D PUE UONUBASId UoII3)UI
[euonouny buimoj|o} syl aAeY 97 8y} Ut SaIN[Ioe) yyesy ayi 4 AJLIsp 01 :2103s winwixep
. EEINIVEN vl
39100S pJeME S3lI|I0.} U}[eay OU Sey 973y} asea U| e - .
sa1ddns pue saImIoe] (01U00 |0J3U0D pUE UOIUBA3I UOIIO3)UI [BUOIOUNY :2103s wWnwixepy
pue uonuaAald uoNoajul A1BSS308U Pa)si| 8y JO 30URISIXS AAIISAQ @ SABY 973U} Ul Sal|Ioey Ui[eay 1By} a0uapiAg saljuawe
S|1 913U3) Y}esH (z) omy pue Saljluawe [013u0d jo fyjeuonauny
UOIIBAISSGO Plal4 @ | (3SIX3 A3y} aJ1aym) [endSOH 101SIQ/Al 911Us) YieaH (1) suo ajdwes e pue uonuaAaid uonoajuj jo Ayjeuonoung | “gL | pue Jusawabeueyy
ainseap\
UOIBILIDA JO SUBIN aping buli03s pue 31npadoid JUBWSSISSY 99UBWI0LIAd JO 10)RIIpU| | ON aouew.oydd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

020 SINH
1JodaJ13bpng |enuuy e

*(0 2403 3s|a 10 G 9409S YiIm pal|dwiod (Al) pue (1) J|

S3WO09IN0
yijeay buiroidwi 0} O[] Ul paASIYI. Usaq Sey 1eym pauie|dxa

pUE P31aNpU0d SaILAIOE 3} 8qLIASap YaIym syodas paonpold (A1)
pue

'$303U3[110q 3} SSAIPPE 0} Papuaiul SANIAIIE 0} SpUn} pa1edo||y (i)

$3(03U3[110q 3y} $Salppe 0} S/ue|d dlom paubisaqg (1)

'sishjeue yoauapmogq e apely (1)

OHQ 3y1 J1 Ajliap

1joday AVAIOY SAIBLIEN 30NPOId @
070 SIWH Hodai 13bpng [enuue mainsy e

G :2109s winwixepy
"S3WO021IN0 Y3jeay aroidwil 03 suodal

paonpoud pue ‘spunj pajeao||e ‘s¥03usj10q ay}
ssalppe 01 s/ue|d ylome paubisap pue ‘siskjeue
03U3[110q B 9pew OHJ 3y} ey} 90UapIAg
(9140 S,0HQ 1B) S2WO0IIN0 Yijeay

SINH ueld yiopm e L00 SIH uejd yJom [enuue mainay e | anoidwi o) Juelb yuswabeuepy yyeay joasn | 9|
*0 2403 353 10 G @403 Y1IM PaIdw0od 1am 3A0qe (Al) 01 (1) J|
SAWO09IN0 Y3[eay Buiroidw pue $39auaj110q paiiuap!
a3 Bunebniw 0} uore|as Ul PaA3IYIe Uaaq Sey leym suiejdxa
pUE P31ONPUOI SIIIAIIOE 3} 9q1IISaP YaIym s1odal paonpoid (Al)
PUE '$}I3U3[110] 8y} SSaIppe 0} Papualul SAIIAIIOE 0} SpUN) 918901y (IIl)
$)03U3|110( 3y} ssaippe 03 suejd yiom ubisaq (1) ]
‘sishjeue soauaioq e ey (1) § 9109 winunxeyy
0} a1k} Heay ||e panioddns 978y} 1 Ajiap ‘SNSS1 PAY1IUIP! LD PUE S3UI00IN0
U1eay anoidwi 03 syjodas paonpoud pue ‘spuny ol
110day AUAOY aAllelleN e Pa1RO0||B ‘S03U3[110q 8y} SSalppe 0} sued 31035 WINWIXE
070 SIWH 1Hoda1 13bpng [enuue mainsy e y1om ubISap ‘syoaus|10q azAjeue 0} Sall|Io.) ) "XEW
020 SINH L00 SIH Ued 3Jom [enuue Malndy e y1eay ||e parioddns sey 97 ayi 18y 30UapIAg $92.n0s3l
1Jodas 19bpng |enuue e "Hodau sisAjeue %28Ua[10g MaINDY e (j2A9] Ay1j19e) 1B) Sawoano [eldueuy jo
L00 SINH uejdiop e puUE UIe1qo 139140 Y|eaH 97 ay1 wol yyeay anoidwi o} Juesb YN JHd Jo asn | ‘SL Juawabeueypy
*0 2403s 353 J0 g @403s s3benbue| [BOO| Ul SUOIIBIIP 10}
SubIs Jea|a aAeY SHUN 32IAI3S pue punodwod Sal|ioe) yieay ayi 4 AJLsA
Ry qeay ¥ :2109s winwixey
3y} Jo punodwod ay} Ul Sj3ge| pue s1sodubis 3yl JO 30UIISIXS dAIISqQ @ abenbue [e20| Ut sUONYAIIP 10} subis
S||] 8Ua) | Je3|0 9ABY SHUN JJIAISS pue punodwiod
UHEaH (z) om pue ‘[e)dsoH J0LISIA/Al 93Ua] YiesH (L) auo sjdwies S31[19B} )[eay Ay} 1ey} 30uapIAg (q)
ainseapy
uoneIYLIdA JO SUBd aping Hul103s pue aINpad0id JUBWSSASSY 90UBWLIOYIA{ JO 101B3IpU] | ON douewno}Iad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

bo790ueAlIY @
sbunsaw Jo saInuIpy e
s)lodal

*0 2403s 3S9 10 g @103s (0ST90|\ Ag Juswabeuew aaueaslb uo
1e|na119 3y} Jad se uawabeuew 3oueAalb pue Juswabebus Japjoyaxels
U0 paules} usag sey (JNNH) 991HWWO) Juswabeue|y Hun YiesH syl §|
Juswabeuew aoueA31Ib pue Juswabebus Japjoysyels uo JNNH

9y} paulel} aAey 3910 uswdojpAas Alunwiwo) pue 820 YiesH 91

doe(d

9 -9J09ds winuixepy

AST190 Aqg 1uswabeuew aoueAslb
U0 Jejnalio 3y} Jad se juswiabeuew
90UBA3LID JUsWabebua Jap|oyaxels uo
paulel) usaq sey (JNNH) 9RIWW0)

UOIeZINISUAS ‘Buillel] e | Ul ale Sainseaw uoiosloid 1ey) UIeLIa0se 0] Sanijioe) yijeay ¢ ajdwes | juawabeuey 11UN Y1jeaH 1ey) souapiAg (o)
*0 91098 35|32 J0  8103S SaI1I|10B) Y)[Eay 1B UONBUIWIIOSIP pue
3SNQe/30UB|OIA JO W0} AUB S1BUILIS 0] S3INSE3W UO S3NIUNWWOD Pue
1JR1S [20IPaW ‘SINIOM ‘SJuaINed PazI)isuas ‘paulel) sey 97 au 1.yl AjLiaA SOI|IOk} YlEay 18 UORBUIULIOSIP pue
aSNQe/30UB|0IA JO W0} AUB B1UIIE
S6UN9AL 10 SANUIY @ $2INSE3W U01199101d 3L} U0 UONEZIISU3S PUe BUIUIeN PaIONPUOD 9T | o) 5 ngeaw U SANIUNUILICO PUE JJE1S
suodal aoe(d [BOIPAW ‘SI9xI0M ‘SJuaied paziisuas
uoneziysuas ‘buluiel] e Ul 9Je SaInseaw uo1103104d 1ey) Ule1I30se 01 Sall|1oe) yijesy ¢ ajdwes ‘paulel) sey 97 8y} 1eyl souspiag (q)
Sa1|Ioey y)jeay
Ul JJe1S [eIpall pue SIaxIom ‘sjusied
10J UOIBUILLIOSIP 3SNGR/30UB|0IA JO
wJoj Aue 1sulebe sainsesw uoias0.d 9 :9102s wnuwixep
*0 2409 353 J0 Z 3409s S3I}I[198} L1 30e|d uInd sey 97 3y} 18w 20uaping () spienbajes
Ul JJE1S [BOIPSW PUE SIYIOM 'S)uailed J0j UONRUIWLIOSID 3SNGE/30US|OIA UoHEUIWLIDSIp 3snqe/30u3jolA kajes pue
$BUNaaW JO SANUIN @ | 10 wiioy Aue 1suteBe saunseaw uonoajoid 90eid u Ind sey g7au) i Ajuap | 40 WHOY Aue suiebe siapjoyaxels JueAsjas YieaH ‘|etoos
$10d3Y @ | 55e,d uf ase saunseaw uoRoe30Id 1eUY UIEIISISE 03 SALIOR) Y3 eaY € djdwes ay buruten pue sainseaw buiysijqeisy | L1 ‘JuawuoliAug
ainseapy
UOIBILLIIA JO SUBDJ aping bur09s pue aINpadoid UAWSSISSY 3JUBWIO0LIA JO Jojedlpul | ON 39UeWI0I3d

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

‘0 2403s
3S|9 10 § @103s syuow Buipadaid ayy jo Aep 7 ayl Aqg elep Alewwns

Ajyauow Go L pue goL SINH 818|duwiod pue Ajpwin paniwgns sey 97 8y) J|

¥ -9103s winuiixepy

"syjuow buipsasid ayy jo Aep 1| 3yl Aq elep
Aewwins Ajyiuow GO pue 8oL SIAH 919|dwod

S0LSINH ® yiuow buipaoaid ayy
GOLSINH ® | JO L 3y} AQ PaTWagns Sem eyep Alewwns 1eyl ZSIHA Yiim Wiyuo) e | PUB AIBWI PIRILGNS SBY 97 33 18y} 20usping
ZSIHQ e SalleWWNS Ajyluow SIAH MaIndy e ssaud)ajdwoa pue Ayjiqejieae ejeq | ‘6l
"0 2403s 353 10 9 3103s UM paljdwiod (A1) 03 (1) 4
"9pew SUOIEPUSWWI03) 3Y}
uo dn-pamoj|o4 pue sbulpuiy uoisiAIRdNS passnasip 1H9T 3yl eyl (Al)
(Id3) uoneziunwuwy jo weibold papuedxy
0} UOIe[3J Ul S3IMI|I0.} ||e palojuaw pue pasialadns |HoT1eyl (1)
(vDQ) soueinssy Aljenp 9 :2109s wWnuwixeyy
BJeQ 0} UONE[S) Ul S31}|I0.) |[B paIojusw pue pasiaadns |H9T1eyl (1l "SUOIIEPUBIWIODA
Sal|1oey |je Ul s1ebpnq pue suejd yom panosdde sONNH 1eyL (1) uo dn pamojjo} pue w@c_u_cc uoisinadns
:1BY1 9DUIPIAS SI 949Y3 4l AJUSA ,
passnasip |HYT 8y} pue (jd3) uoliesiunwuwi o
SIIRIURT | yjeiBoug papuedx3 ayy oy SaNI|IoRy [|e paIojuaW
UiEaH (¢) oM} pue ‘[e1IdSOH 101SIQ/Al 813U80 LfeaH (1) auo sjdwes pue pasiniadns 1HOT 3y ‘(vDQ) 20ueInssy
ueld ylom panoiddy e SIANUIN LHOT @ faen ereq 1o} mo_w___oﬂ I|E PaIojuaUl pue 01
SANUIN LHI @ syodas diysiojusw pue uoisiaedns JHOT e pasialadns |H9T 8y} 'sanl|ioey |e ul s19bpng -9103s Wnuixep
syoda) 9;.&8%& s196pnq pue suejd yiom parosdde SHNNH 1Byl S0USPIAT uoisinsadng
pue uoIsinRdns [HO @ pue sue|d>lom panoidde Asy3 1ey) ysijqeiss 0} sainui JNNH - @ salM|19e} y)eay jo uoisiasadns Hoddng pue
SAINUIW QNNH @ 'M3IA3J PUB UIRIGO I921140 YI[BaH 97 Y1 Woi4 Hoddns pue bunioyuow jo Ayjend | ‘gL wbisiang
ainseap\
UOIBILLIDA JO SUBIIN aping Buli03s pue 3Inpadoid JudWISSASSY 90UBWI0}I3d JO 10}eIIpU| | ON 29uBwW.I0yIdd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

$91BII}11I30 S)NSal

1531 Aljenb 1a1ep @
s1ioday

90UBWIOLd 190png e

*0 2409S 3S|3 J0 Z 2409S A4 SNOIASId Ul S30IN0S
131eM MU 10} SISAjeue Ayjenb 900 | pa10npuod 139140 131ep dyl JI AJLIsA

Sal}I|10.} J91eM M3U pue

bunsixa ay1 jo suodai sisAjeue Aljenb Ja1em ay) MalAsl pue uieiqo e
‘A4 Snoinaid 3y} Ut pajuswis|dwi

$90IN0S Ja1em Mau 3y} AJIUSPI 01 Hdg SY} M3IASI pue uleiqo e

-OM@ 9y} wol4

A4 snoinaid ay) Ul $92In0S Jajem
Mau Jo} sishjeue Alijenb 9,00 pa1onpuod
192140 J91_M 3Y3 1By} 90UspIAg (q)

"0 @109s 35|39 10 Z 3109s A|jenuue
Sall|10€} Ja1em BunsIxa Jo %0z 1Ses| 1e o} (jearsAyd pue |ealbojola1oeq)
sisAjeue Ajijenb Ja1em au1IN0J 1IN0 PaLLIBD 131 J91BM 33 JI AJLIDA

‘Ajjlenuue sanijioey 1a1em Bunsixa Jo %07

BIED SINIM ® S3I11|10€} J91EM MU pue

suodal Bbunsixe sy} jo syodau sishjeue Ajjenb ssiem ayi mainal pue uleiqo e | 1ses) 1e 1o} (jeaisAyd pue [eaibojolisioeq)
siskjeue Ajjenb Jajep e 'A4 SnoiAaid ayy Ul pajuswa|dwi sIsAjeue Ayljenb Jajem aunnos 1no 0l
. " spoday $30N0S J31eM M3U 3U} AJJUPI 0} Hdd DU} M3IASI PUB URIG) @ | PaLLBd J3d140 Ja1BM BYl 1By} 0U3pIAT () :9J09s wnwixepy
30UBWION3d 196png e "OMQ 3y} wol4 saljl|1oe) 191em jo Ayjend | L Anjenp 191eM
SaW0aINQ IIAIRS
ainseap
UONBILLIAA JO SUBDJ aping Hu1109g pue 3INpadoid JUBWSSISSY dJUeWLI0}Iad JO 10)eaIpU] | ON aoueunoyiad

‘buidwes bulnp s3j0yalog pue sawsyas molj AlAelb ‘sjjam uononpold ‘sswayos Jalem padid sznuoud ¢

's977 z 1se9) 1e ur suondo |eaibojouyaal JualalIp bunuasaidal s30In0s Jalem (G) anl) 1ses| 1e ajdwes :buijdwes uo souepinb elaAQ

'SJUSWILIBAOS) [BO0T UBGN Ul Uoielodio)) abelamas pue Jsiep [euoieN JO 91epuell e Si ialem Jo AISAI[SP 3yl 8Snedsq
SI'SIYL "SIUSWUISA0S) |00 J0LI1SI( 0} 9|qedl|dde Ajuo a1e S30IAISS UoI_IUBS pUB J31em JuaIdlya pue Aljenb 9)qissaoae Jo Alaap bulpiebal sainses|y souewlopddayl |

;910N

S$92IAJ9S UOIIR}IURS pu JaJeM JUdId1T pue Ayjeny ‘9]qissaaay Jo AIaAljag aSIAUdDU| 0} S10)edlpuj pue SNd ~ §°€

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

*0 9J03s 35| I0 G 3I0IS BUO G :3100s wWnWIXeyy
1Nq A4 SnoiAaud 3y pue A4 Snolasid sy} Usamiag pasealoul Sey 10 %0/ N m:o._>ma
9AOQE J3Y1I3 SI 9IIAISS Ja1eMm 3Jes 0] $$a29e Yiim uoneindod ay i AJLIaA 31 PUE 3U0 A4 SNOINSId AL} LGIMIOG Emmeoc_
A4 Snoinaid ay3 Ul SS8908 Ja1em ajes ylim a1edwod pue SEY 10 %0/ SA0QE J3Y1Io SI 93IAISS I91EM BJBS (174
U0 INQ A4 SnoiAa1d 8y} Ul J31eM 3JeS 0] SS3JI. Blep %93Ud pue uleiqo e 0} $$890e Y)m uoiendod ay} 1ey} a0uspIAg :2102S WNWIxey
e1ep SINIM @ 23U0 Inq A4 snoiaald pue A4 snoiaald ayy Joj S ANSIUIA BY) Woiq I13)BM dJBS 0} SSIIIE pasealau] | g $S320Y
*0 9103s 3|3 I0 Z 3103 SUOIIE [eIPaWAI
PapUSWWI0231 Jo uonejuawa|dwi dn pamoj|o} 33140 Ja1ep Y H AJLISA
spodas dn mojjo4 e UOHOE [ElpaWio) SUONOE [BIPaLB
spodaloeqpasy e P3PUSWLIOI3 JO UOIelUSWa|dw uo s3odal dn mojjo} 10} ¥93Y) D3pUBWIWIO032] JO uoneyuawa|dwi dn
° 'OMd 9yl Wol4 | PamO||0} 3140 J)em 3y} Jey) 90uspIAg (3)
*0 91035
3S[9 10  3103S S3I1I|10B) Ja)eM M3U BY} 10} SASAINS AlelIUeS pjoyasnoy
pue Salll|Ioe} Ja1em bunsixa 1oy sisAjeue Aljenb Ja1em wouj synsal Sa1lI10B J91eM MaU 341 10} SoAINS
Y1 U0 ST pUB ‘SpIe0g Ja1BM 'SOSM ‘SAIHUNWIWOI 0} JusliaAoidul éﬁ_cmm__v_oﬁmm:oc oue mm:___wﬁ e
10} sjulod Uona. Yiim yoeqpas) papirold 3010 J1ep ayi J1 Ajlisp BunSI® 10} SisAjeue Aiend Je1em woil
-SOI}|I0B} JS1BM M3U 3L 10j S)nsal 3y} U0 ST pue ‘spieog Jarem
sAanIns AJeyiues pjoyasnoy pue saljijioe) Jaem Bunsixa Joj siskjeue SOSM 'SSIHUNWILIOD 0} JusaA0IdWl
Ayijenb Ja1em WoJy sYNSal 8y} U0 s110dal 3orqpas) MalAsl pue Yoay) e 10} S1u10d U0 1M 4OBGPa3)
suodal yoeqpas e :OM@ a3 wos4 | PAPIA0ID 0140 J31eM B} 1By} 30UBpIAT (p)
"0 8103s 35J3 0
7 9103s A4 Snoinaid ayy Ul sanjioe) Jaem padid Mau Yy} 01 UOII3UU0D
210J3q SASAINS UOIIRIILUES P|OYaSNOY Palonpuod 97 ayy JI AjlIsp
suodal Aonuns 'S311|10B} J21EM A4 snoinaid ayy ur sai|1oey
AIe1lues pjoysasnoH e padid mau 1o} spodal ASAInS AJelueS pjoyasnoy mMainal pue uieiqQ e Ja1em padid mau ay 03 U0I}IBULOD
suoday ‘A snoinaid ayy ur pajuswa|dul 210J3q SASAINS UOIIRIIUES P|Oyasnoy
30UBWI0}3d 19PpNng e $92.N0S I31eM MaU 3y} AJ1USpI 0} Ydg Syl MaIASI pue Ulelqo e Pa1oNpu0I 97 8y 18y} 32UapIAg (9)
ainseapy
UOIEI1IAA JO SUBJ aping Hul109S pue 31NPad0Id JUBWISSASSY 90UBWIOYIA JO J0JBdIpU] | ON douewlIo}dd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

sal|ioe} pajduues e

*0 2403s 353 10
G 8109S 'S90UBA3LID 01 pUOdSal pUB JAIBIBI ‘92INOS JS1EM B} punoJe
uoljeyues a1enbape uleulew ‘siedal Jouiw xepspun ‘buidasy piooal
poob Yim Aeinbas spuny N 1931109 “H8) [eUOIOUN BJE SISIWWOD
1YDISISA0 3Y1 JBYIBYM SUILIIIBP 0} SIBNIWWIOI JISN 3y} JO SIaquisw

pUE J3¥e13IBD 3} MIIAIIUI S3IYI|10.) J1em pajduies ay) woi e

$9911IWWO9 UOIBIUEBS % J91eMm JO AI[euoiioun) uo elep yoay) e

G 79103s winuiixey

$99111WWO09 1ybISIano uonelues

3 191BM [BUOINOUN] DAY S3NI|I08] J31eM
%08 18U} paInsua sey 97 ay) 1.y} 30UspIAg
S93IWWO9

SIN Ansiuly e ‘A4 U1INJ 3} 10} SIIN Ansiulp ayi wiol4 | ybisiano uonepues 3 1ai1em jo Ayjeuonaung | °g
"0 8103s 35|3 J0 Z 3103S %[8- %0/ U9IMISY @
0 10T g Ewwm &o%@ 5 >8mw_ . G :2109s wnwixeyy
'Sa1}I|10B} J31eM JO AlIjeuonoun) auiwaap 0} sal|ioe) G ajdwes e ‘[euonouny s1e soii|ioey IaleMm [ein
sal|ioe} pajdwes e S91}|10B} J91EM JO A}I[BUOIIOUNY UO BIEP %090 pUE UlelqQ e | DUNsIxa 1ey) painsua sey 97 8y} 1eyl 3dusping
SIN Ansiuly e ‘A4 JUB1INJ 3} 10} SN A3SIUIN BY} Wol sa|1oe) J91eM Jo Ayjeuonnouny |y
*(0 @103s 3|3 J0 € 3I0IS JESA [BIOUEBUIS SNOIADID
Y1 Ul 9beIaA. 10111SIP U} MO|9q 9DBISA0D J31eM BfES UHM S313UN0J-Ns G :2109s wWnwiIxey
Ul pajuswa|duil a1am syosfoud Jayem paiabpng Jo %0/ 1Ses)| 18 Jl AJLISA
A . B3 [EIOUBUIS
snoinaid ay1 10} Ydg e pajuaWIa|dw aiam $193(01d SnoiAa1d 3y ul 9beIaAe J01I1SIP By}
e1ep abeJaN0D Jo1eM p23aDPNQ BU3 2YIRYM UILISOSE A4 SNOINSIA B3 JO Yl OY} WOLS | 0150 31900 J91EM BJES L)IM SBIIUN0D
131eMm 9Jes 101IsIq e (971 Aq pajebaibbesip) ‘e1ep abelanod -gns ul pajuawajdwi asam syosfoid
BIEP SINIM ® | J91eM 9JeS JOLISIP 3y} M3IASI puUB UIeIqo OMA 3Y3 PUB SIIAl IMOIN WOl Ja1em pa1abpnq Jo %0/ 1sesl e §l (q)
*0 9103s 35|39 10 g 8103s (30BIBA0D J3IEM JILI1SIP (36213100 J318M 10LSIP
a0beJaA 3} UO Paseq) PaAIasIapun a1e 1eyl 977 03 A JUSLINJ 3y} 10} aBEJaAE 3U) UO Paseq) paniasiopun
Ad Ua1IN0 SuoI1ea0|[e 196pNg BU} JO %0/ 15e3| 1e pazilioud sey OMa Y3 I AjLaA 318 121 S9T7 01 Ad 1USLIND 3Y) oy
10§ 196pNQ pue My e PaAJISSIapUN BJe 1By} SOT] suoieao|[e 136png 8yl Jo %0/ 1ses| 1e
e1ep abelan0d 01 Spunj pa1eao|ie OMA JaYiaym auIuIR1ap 01 SL0dal pue A4 1Uslind pazijiond sey OMA Y} ey} 3ouspiAg (e)
191BM 3JES 10111SI] @ 3y} 104 13bpng pue dMy Y1 (977 Aq parehalbbesip) ‘elep abelsnod CETH[R1T]
1P SINIM @ | J21eM 3JeS JOLISIP BY} M3IASI pUB UIR}qo OMA 3Y} PUB S|A JMOIN WO |  uonejyues pue Jayep jo uoiesojje ajqeynby | ¢
ainseapy
UOIBILI3A JO SUBBJ aping Hui109g pue 31npadoid JUBWSSISSY 20UBWLIOYID JO J01BIIpU] | ON 2oueuLIoyIdd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

‘0 2103s
35|92 10 01 81038 SANIUSWIE JISEQ BY) dARY S3I|Ioe) Jarem pajduwes ay) J|

'SYSO0 Ja1em/ spuels dey (A) ‘syiomiau padid (Al) ‘WaisAs

buidwind ajgerjal (1) ‘SJI0AI9S31 10 SyUL) 30.I0IS (I1) 'INJONIS DHejul
pue 30.In0S Ja1eMm 3|qeljay (1:104 493y Aujioey 1s1em padid sy} o4 e

'sselb pue S|auueyd UOISISAIP Ja1em Wo}s ‘syd Aeme-3eos ‘ssousy
9ABY S31}|10B) J91EM 3U) JBY) UIBLISISE 0} S30IN0S J3JeM G 3jdwes e

01 :2103s wnuixey
'S311IUBLIE [BUONOUN] DISBQ 3ARY

Sa1)I[10B} J31BM PIONIISUOI 3Y) 1BY) S0USPIAT
salj|19.} 191EM

0l
:3109s wnwixepw

saljiuawe
jo Kyjeuonouny

SalM|10e4 pajdwes e ‘0MQ Wol ] SaNjIudWe [BUOI}OUN) JISE( JO BoUB)SIX] | 6 | pue Jusawabeuepy
*0 9403s 3|9 10 O 31038 391}}0
191 3y} Wolj 1oddns [ea1uya) dnydeq paAiadal SaUNWW0D 3y} J| 01 :9109s winuwixey
10ddns [o1uyoa) ; 90140 J91eM 8y} wouj poddns [eaiuyos)y
UONBIISA a4 @ | dnyorq SAI93) SAIIUNWILIOD JRY UIBLISOSE 0] S30IN0S Jajep o|dWes e MYIEQ SAIIS SSHHUNUWOD 1B} SOUSPIN] . 01
syodal "1oddns [ealuyoa) dn-4oeq paAsdal SaIUNWWOD SaIUNWWod -9109s winwixey
Buioyuow pjai{ 124} Aj119n pue malAal ‘spodal buoyuow uieiqo piaty OMd Wwol4 e 0} ioddns [eajuyaa) dnyoeg jo uoisinold | ‘g | 29IN0SAY UBWINY

$$2901d Judwabeueyy JusawysaAu|

sal|ioe} pajdwes e

"0 109S 3S|9 10 G 3109S 'SAWI] ||B 1B IIAIDS
J31eM 3pIA0id S3INI|I08) J91M Paj[RISUl 3Y) 1BY) PaINSUR SeY 97 3y} J|

(99M 3UO PadXa 10U SWIY UMOP) "3'1 SaWI} ||B 1€ Jalem apiroid
SOINI[10B) J9I1BM 3} JAUIaUM SUILLISISP pUe SallI|Ioe) Ja1em G djdwes e
90IN0S

G :2109s wnwixeyy
awn ayl e

90IAI3S Ja1em apinold sanijioe) Ja1em pajjelsul
3U1 1By} paInsua sey 97 3yl 1ey) 30UapIAT

syodal OMQ e 191EM B JO 30IAISS JO SINOY INOGE UOIBWIOUI UIEIqO OMQ 9y} Wol4 e Kupqenay oem |
*0 2103s 359 10
G 9109s 'Aj10eded ubisap ayl s1vawW pRIA salljioe) Ja1em pajdwes ayl J|
suodas ubisap pue buijjip ay1 Jad se Ayoeded ubisap § -100s WIxew
3y} S199W PIBIA 3Y1 Jay1ayMm aUIUWLISISp pUB SaNI|Ioe) 1a1em G ajdwes e plaI e1enbape 0l
sal[ioey Uw_qgmm ° 'SpJepuels B_Hcm:_u 131eM 3y} 199 JO I9lEM wb_>o_Q Salll|Ioe] Jo1eM paj|elsul -9103s winuixepy
o spodal S3I11[108} P3|[ISUI JI3Y1aYM %93Yd pue s1iodal Asains/buljjup uieiqo e 3y} 1By} PaInsuUs Sey 97 8y} 18yl 90UpIAT s921A13S A|ddng
Asnins/builg e "OMd 3Y) wol4 piaif 1o1ep enbapy | "9 |  131eM JUDIOYYT
ainseapy
UOIIRILLIAA JO SUBI|N aping Hu1109g pue 3INpadoid JUAWSSISSY 90UBWLIO}IA{ JO 10}BIIpU| | ON douewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

"S9I}IAIO. UONESI|IqoW (1) pUe ‘SalliAIloe swiwelhoid-gns Jsjem Jo BulIoHUOU BUINOI PUB SSIIAIE UOIIEUIPI00D) 90140 Jaiem 3y} Jo SIS0 [euonelado (1) :apnjour saniAnae a|qibija ay L Gl

JIMO W0l SIaN3|
1UBWabpajmouoy e

"0 2109s
3S[3 10 § 8103s Js1ienb Juanbasqns sy} Jo yyuow 1sut 3y} Jo Aep yio|
3} U0 IMON 03 sHodal Aisienb parIwgns 19010 193 SU} J AJLISA

awl} Ul sylodas ssalboud Ajisrienb paniwgns Oma syl

01 -2109s wnuwixep

J31enb uanbasgns

uoissiwgns 3y} JO yuow 1811 3y3 Jo Aep yig| ay3 uo
1lodal Aia1ienb J3y1aym 493y pue s1iodal 979y} Jo UoISSIWQNS 10} 3[NP3YIS B Ulelq) e JIMOW 01 suiodal AJarienb paniwgns
9710} 3|NPaYIS e AMOW w0l 120140 Je1eM B} Jey) 2usping (q)
spodal ssalbold e
Ad snoiasid : b 19bpn elb swwelbold-gng 3 sauepind
104 sue(d yom fenuuy e 0 2103s 55|39 10 9 3103S SoUIIPIND 19DPNQ B JUE d-qns =y} 196pnq % 1uelb swweiboid-gns ay)
sauljapIng UM dulj Ut juelb HAMN du Juads pue paledo|le JaoijQ Je1em au i AjLiaA UMM 3ul| Ut Jueld YMN 3y3 1uads pue o0l
16png 1 JUBI9 4/SaUI[apIND swweIBoIg-gng ayy | PILIO0|[B 18310 J91eM U3 1ey) 80UapIAT (e) -8109s winwixep
swwelbold-qng e | 13d se auop aiam juelb YmN awiuwelbold-gns ayi Joj sainyipuadxe pue sauljapinb $99In0S3l
1oday SUOINRIO|[B JaYIaym %2ayd pue 1lodal ssaiboid sy) pue A4 snoinaid Jo) | 1abpnq B Juelb awweiboid-qns ay} yum aui| [e1oueul jo
90UBWIOLIad 190png @ | dMV awwelbold-gns ayl Jo Adod B MaIASI pUB UIBIGO JaUUB|d Y} WOI4 | ul juelb YMN a3y} Jo uoiInIaXa pue uoneao|y | "ol Juawabeueyy
ainseap
UOIIBILIAA JO SUBDI aping bu1109S pue 3Inpadoid JUBWSSASSY 9JUBWIO}IA JO 10}BIpU] | ON 9oUBWIO}IAd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

UONBIILIBA 3)IS P14 @

*0 2403s 353 10 QL 3403s 1w e (1) 03 (1) 4|

1uswWabebua Japjoyauels
pue Juswabeuew s0UeA3LD U0 SSRIWIWOY IS J91eM Sy} paulely
9ABY 30140 JuswdopAs AHunwiwio) pue 30140 J91em 971ays (1)
"Ad 1SB| Pa10NJISU0D $32N0S Ja1em 1o} sueld uoijosyold
90.N0S J31EM Ul SUOIJO. pajusws|dul SaIIUNWWOD pue SOSM 3yl (i)
$9INseaW U01309101d 3y} UO SI3)IWWOD UOIe}IUeS
pue J31eM U} JO UOIIRZIYISUSS pue bulurel) pajonpuod 97y} (1)

ey Ajlian pue 3aay)

sue|d uonosold 82In0S Ja1eM JO Ul US| dWI

JO SNJE1S PapN|oul SeY 97 3y} JSYIayMm %93yd pue Hdgy swwelboid
-gNS J3)eM\ M3IASI PUE UIEIQO JUaWeds( Ja1ep 973yl Woiq e

pajusWwa|dwi a1am sainsesuw

01 -2409s winuiixep

“JUsWabebUS Jap|oyaXels pue 1uswabeuew
90UBA3LID U0 9311IWWIOY J3S() J91BA BY) paulel)
901JJ0 WaWdoRASQ ANunwwio) pue 3010
191BM\ 973U} PUB ‘A4 1SE| PA1ONIISUOD S32IN0S
J191em Jo} suejd uor1o310.d 32In0S Jajem ul

B0 a0UEAILLY ® UoN92301d 30IN0S J31EM JeU} UIELI30SE 0} Saljioey Jojem G adweg e | U pojuBWI|dWI SAHUNWILIOD PUE SISM . 01
SBUNBAWL Jo SOANUIY 1U3WabEBUS 3pOYBYEIS PUE L9 ‘Uonas10id 301n0s 3y} 'sainseall U0130310.d aY) U0 $331HWLI0D 12109 wnuixepy
.wcm_a uonoaoud 191BM UO $3311ILUWI0J UOIBYIUES pUB Jalem ay) 10} suodal buluiel] e UOIEHIUES PUB J91BM 51 JO UOHESIISUSS spienbajes
30IN0S 131E)\| @ ‘A4 snoinaud pue buiulel} palonNpuod 97 3y} ey} s0UaPIAT fyajes pue

spodal Y} Ul Pa10NJISU0I $32N0S Ja1em 10} suejd uonasiold 32Inos Iaiep e sueyd uonoajoid y[eaH ‘[e1oos

uoneziisuss ‘buiuiel] e M3IASJ pUB UIR1GO 3010 J2I1BA 1011SIQ 8Y) WoJ4 | 32INOS Jajem ul suonae jo uonejuswajdwy | || ‘yudwuoliAug
ainseapy

UOIEI1IAA JO SUBJ aping Hul109g pue 3Inpadoid JUBWSSASSY 90UBWIOYIA JO J0JBdIpU] | ON douewlIo}dd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

Ayjenb sa1em ‘sp1enBajes [e100S %3 JUBWUOIIAUS ‘S3INI|19€}) JO AJjBUOIIOUN) :3PNJoUl 0} SEale A3 91

ue|d YoM [enuuy
suodal ssalbold opma

[}
[ ]
SeINUILL JISMA @
[ J

*0 2409S 35|39 10 0| 2409S ‘P3jusWS|dWl 319m BuLioHUOW

WO} SUOIOB BAI}I31100 PIPUIILOII PUE S3I}|I0.) Jjem Jo bullojuow
A1s1ienb wouy paiyiiuapt sanssi Ay swall epusbe Jayio buowe pue
DISMA 3U} YHM passnosIp s1am butioyuow wouj sbuiputy ays §|

dMV 8y} Ul pa1e1odIodul 319M SUOIIO. [BIPIWSI JIUIBUM %93YD
"$9S1049%3 hurloyuow Ajlapsenb ayy wouj

UMBIP 3JaM DISMQ Ul PISSNISIP SaNSSI ASY JaYIaym %934d pue dMmy
pue syodas ssaibosd 0@ ‘SaInuUIL JISMA 3Y3 UIeIqo ‘OMAd 8y} wo.d

0¢ -2109s winuwixep

‘pajuswa|dwi a1am Bulloyuow

WOJJ SUOIOB BAI1I31100 PIPUIWILIOI)

pue Sa1|1oe} Jalem Jo bulioyuow

Aj1s11enb wouj paiyiiuspl sanssi Ay

Swiayl epuabe Jayio buowe pue HISMA

3yl YIm passnasip aiem bulionuow
woJy sburputy 3yl 1eyl 9ouapiAg (q)

ue|d JIopM [enuuy e
suodal ssalboid opma e
SINUIW JISMA @

"0 9109s
3S[3 10 Q| @409s J31lenb Jad sanijioey Ajddns Ja1em Jo %Gz 1sed] 1e pue
Sa1|10.} uoenues o1jgnd JO %00 | P3I0HUOW Sy SO0 J3)em 3y} §|

(g, ANjenb Jajem ‘syoadse SHST Buipnjour) saijioey
uonepues o1gnd pue s303(01d SSA SU} PIIOHUOW IS0 191eM B}

J1a1enb sad sainjioey Ajddns
191EM JO %G ISea| Je pue Salli|loe)

A 13Y12yM ysI|gelsa pue 10s(old yoea Jo sylodal Buliojuow syl sy e uoielues aqnd 4o %00 paionuow 0¢

wjo_>w‘_Q 10} suodal A w:o_>®\_m_ 10§ wcm_q @C_._OH_cOE 9]l MalAal pue ulelqo e Sey 120114 J21EA 9] 18Y] 93UsPIAT Amv :9103s wnwixe
3 sue|d bullojiuopy e J19y} Ul Son|Ioe) JoiEM JO 1SI| oy} UIEIG0 e "Salyl|1oe} uoljejues Moddng
s109(04d JS1EM JO1SIT @ 90110 J31BM 10111SIP 3y} WO aijqnd pue Ajddns Ja1em aijqnd paltopuoy | “zZL pue ybisiang
ainseapy

UOIBILLIAA JO SUBDJ aping Hu1109g pue 31npadoid JUAWSSISSY 90UBWLIO}IA JO 10}BIIpU| | ON douewno}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

SUOINBOILISA PRI ®

"0 109sS 3|3 I0 § 21098

8 /9103s winuiixey

SETLCT ‘A snoinaid sy ui sjabiey uoie|[elsul 41N ISIN PaASIYI. Sey 97 3u3 | . d 5
Aieroiauag Joisi e 19081 3y Y1im a.edwod pue A4 snoinaid A mwm\_a“m MMH U m% _mm com_vwﬂ_mﬁ_wc_ 21095 E:EE%N
SIN e 3y} Ul suolie|jeisul pa1a|dwiod Jo 1sI| 3y UIeIgo ‘JyS pue S|iN ay) Wwol AIVYINISIN oAl H 99U 18U 90USPIA ’ en
elep 4lyviN e ‘O] 93 40} 519548 UOLE|[EISUI DY) UIBIGO 4]V W04 ‘Abojouyoay uonebil| jo axedn uiaseasou| | g $S922Y
*0 2103s
3S|2 01 @109s $32119e1d 9A0QE 3Y) JO INOJ 1SB3| 18 $AJNaRId Jawlile) ay J|
‘buioeds (1A)
Buiuuigy (1)
‘butinuew (A1)
‘Buipaam (1) 01 :2103s winwixey
buiyoinwr- (1) sa0n0eid asay)
burjousi (1) | Gypuaweiduw ase siowe; ay pue ‘ssonoexd
cuods) BLILIEI| o :$901108.d BUIMO|[0} 31 JO (7) INOJ | JuaaBeuBW pjaly oo U SIaWE) AleIolauaq 0l
! . m__\# . 1sea] 1e bunuawajdui ale A3y} j1 'ysijqe1sa o} siauule) pajdules ay} JsiA uolebiil 9|eas-0J01W || paulely A4 snoiaaid :2109s wnwixep
LONBOLI3A Paly e ‘'SIawle) AJerolauaq G 1ses] 18 ajdwes | 3y} Ul Sey JUsWUISA0S) [eD0T B 1B} 90USPIAT SA0INIDS
SIEE A4 snoiaaud ayy ur spuny uoliebill 3|eas-0JoIw ‘saanoeid uonebiul ajeas
AJeroljauag Jo 1sI7 @ | WoJ) pal1jauaq 1By} SIaULIR) JO 1SI| 3Y) MIIAS] PUB UIRIqO ‘JyS 3yl Wol | Juswabeuew pjay poob jo uondepe Jjaweq | °| | -01ow jo Ayjend
S3W09)N(Q AIIAIRS
aInseapy
UONeIYLIA JO SUBSN aping Hul109g pue INPadoid JUBWSSISSY 90UBWIOIA JO J0Jealpu] | ON douewlIodd

'S9T7 7 1Sea| 18 wodj suondo [ea1bojouyas) Jusayp buinuasaidas swalsAs uonebiur 9|eas-0101uw (G) aAl }ses)| Je ajdwes :buljdwes uo souepinb |eJsrng ¢

"SIUBWUISA0S) 8207 10111 03 9|qel|dde Ajuo aJe $3IAISS UOIIED LI 3|dS-0J01W JUSID1YS pue AJljenb 3|qIssa02e Jo AJaAI|ap bulplehal sainses|y aouewlopsdayl |

;910N

$92I1A19S uonebiLLI| 3[eas-00I 1UdIA)T pue Ayjen) ‘3]qisSaady Jo AIaAI[dQ 9SIAIJURIU| 0} Sio}edlpul pue SNd  9°E

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

*0 2103s 3S9 10 QL 3109s % ()| AQ A4 SnoiAsid BY) pue auo
Inq A4 snoinald ay) usamiaq spjRIA dolo ur asealour ue palalsibal aney

01 :9109s wnuixep
Ad snoiaaid ay) pue auo Ing A4

snoinald ay) usamiag spjalA dolo ui asealoul ue 0l
S . SaIM|19.} SN BuIzZijiin AUaLIND 81 pUB PaAIadal OYM SIBWIE) 3yl ||B J| paseysiBal aney Saiy|ioe) IS BuiZlIN ApusLIn -2100S wnWIXey
SpJ0Jal Slolileq e SpaIA ut asealoul abejuaaad ay) AUILLIBISP 0} SAH 9IB PUE PAAIS0R] OUM SISULIES EU} SOUSPIAT S30IAIBS
SEILT OM] 1SB| 8y} 10} SPI023J JI3Y} }08Yd PUB SIaWle) G JIsIA pue ajdwes e ‘pajjeisul sem widshs uonehiu ajeas
Aleioyausg Jo1si e 'sIaulie AJe101jauaq a|eas-0J01W JO 11| Y3 UILIGO ‘0dd Yyl Woi e uonebiru a19ym piaik doso up aseasou) | G| -osd1w JudIAYI

9 :9109s Wnwixeyy

*0 @109S 3S[9 J0 9 3103S UM Pal|dW0od SAOGE |[e J| 'SI3WLIEJ YINOA pue ‘3Jews) ‘ajew JO uoIsn|ou|

'SIaWle} YInoA pue ‘sjews} ‘ajew jo uoisnjoul (i) 534 9O UNGL JO SNIpESE Ul SIoWES

'S4 Y1 WOl WG| ueyy alow joN (i) | (Siduliej 0g- 0¢) siuedioned jo saquinu a|qibi3

(s1swuey 0g- 02) siuedionued jo Jaquinu 9qiby3 (1) 'SauljapInd

SIN e 'Sauljapinb 3y} Jad Se (S44) S|00ydS pjaid Jawie unJ

fyjeuonouny 3y yum Aldwod Asy3 1eyy Aj11an 03 Sjooyods pjai} Jawle) ajdwes pUB PaysI|geIsa sey 97 8yl 1eyl 30UapIAg

PUE JUSLUYSI|Ge1S? 'Saul|apINb a8y} Jad Se unJ pue paysi|gelsa ale Asy) *S|00Y3s p|ay Jauiiey

G4 uo Joday e J3YI3YM aUIWIIBP 03 S44 U0 S1odal malAsl pue UIelqo ‘0dqd 8yl woi jo uonesijeuonelado pue Juawysijqelsy | °y
"0 9109S 3S|9 10 7 3103S %) |
Aq salieoauaq Juelh uoiebilll 3|eIS-0JOI -UOU Ul 9SE3I0Ul UB SI 313y} J|

*0 @109S 339 JO § 8103S 9 :2109s Wnwixeyy

%0z Aq saliealauaq 1uelb uonebilll 9[eds-0101UW Ul 8SEaIoUI UB SI 33U J| a0 Inq

am_ocmcgﬂmm% . '$31JBI01jaUG-UOU PUB SALIBIDIRUS( A4 snoinaid ayy pue A4 snoiaaud ay) usamiaq

. SIN ® 1uelb uonebul 9|eas-0.01W 10} 3sealoul abejusdlad 3yl 91endje) aInynalbe pajebiu ;spun puej jo abealoe ul

A4 1581343 03 dn 'SAJ OM} Jse| | OSEAIOU| Ue pazijeal sey 97 U} Jey} 30UpIAg

pue| pajeblli uo eleq e | 8yl Joj pue| palebllli uo BIep MaIASI pUE UIRIGO ‘JyS PUe SN 8y} Wol4 | -uonebil Japun puej jo abeasoe uj aseasou) | °g

ainseap\
UOIIBILJLIDA JO SUBBIN aping Hul109g pue 3INPaI0Id JUBWISSASSY 90UBWI0LIA JO J0}RIIPU] | ON d0uBwWI0}1d

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

*0 2409S 3S[3 10 QL 9409s 13U (I11) 03 (1) J|

ISIN J0 3exdn Joj Anoeded Jswiiey Buroueyus 10} %G/ Jo wnwiuiw

pue ainynouibe pajeshbaiul poddns 01 Ayoeded 97 buioueyus 10} %Gz

wnuwixew “a°1 saulapinb swwelbold-gns syl Yiim aul| Ul SVIAISS
A1euaws|duwiod spJemoy apeu Usaq aney suoneo||e 1bpng syl (i)

buiuiely pue sjenuew Jaijddns buiAuedwoaoe buipnjoul

Juswdinbs uonebiur uoiejeIsul pue Juswaindold) saiiAnoe 3|qibije
U0 pasn uaaq sey Juelb [SIA Jo Jusuodwod Juswdojpasp sy (1)

(%G2) s201A9s Atejuswa|dwod pue (%S/)

juswdinba uorjebill 918as-0.01u) Juswdo|aAsp [e)ded Usamiaq

01 :9103s wnuwixeyy

sauljapinb swwelbold-gns

3Y} YIM 3Ul| Ul S32IAI9S AJejusuis|duwiod splemoy
9pew U3aq aAeY suoleo||e 19bpnq pue
‘buiuresy pue sjenuew Jaiddns bulAuedwoooe
buipnjour Juswdinba uonebiur uonejjeisul pue
Juswaunooid) sanAloe 3|gibis uo pasn usaq
sey 1uelb ||\ 40 Wwauodwod JuswdopAsp ayl
'$901A13s Atejuawa|duwiod pue uawdojansp

Juelb uorjebiu 3eds-0101W Y} pajedolfe Ajejeudoidde sey 978YL () | endeo usamiaq uelh uonebiu 3[eas-010iW 3y} 0z
Iy @ J1AJIBA | pa1edo||e Aja1endoldde sey 97 8yl 18yl 30UapIng :9109s winuixey
SIN @ 'sauljPpInb Jad Sse pasn usa(q ‘sauljapinb $921n0sal
1iodal souewioyiad sey Juelb uonebiil 3|eas-0101W Y} JaYIayMm ysi|qelsa 01 My pue 1oda) 1bpnq 3 yuesb sawweiboid-qns ay) Jod |eloueuly jo
19bpngay) e 90ueWI0}Iad 196pNQ 3Y | :M3IAS] PUB UIRIGO 32110 S, JaUUE|d By} WOl SB Spunj [SIAl JO UOINJAXD pue uonedo|ly | 7 Juawabeueyy

01 :2109s wnuixepw

suioday buiurel] e *0 9409s 359 10 O 9403s 1UsUOAWOD [SA Ul 977 3y Ul SIaxJom Juauodwo S Ul 977 34

S19{10M UOISUIIX9 uoIsu1Xa 0] buiojuaw pue 1oddns [eaiuyas papiroid se .

1M UOIIBOUIIDA ISU91Xe 0] DULIOjUsW pue |E3IUL39} Pap! YIVSH | ur siayiom uoisuaixe o) buiiojuaw pue 1oddns ol
. . .w__\/_ . papinoid poddns [ealuyas8) papioid sey 3yS auy) 1ey) a0uspIAg Jal103s wnuixep
syodal uoisiaadns 3y} AJLISA 0} S977 G JO 3|dWIES B Ul SI9YIOM UOISUIIXS MIIAIDIU| @ ‘IS Juawabeueyy
pue PuLiojuay e syjodal bullojusw pue UoISIAISANS 3Y} M3IAS) pUB Ulelqo JyS Wol4 e ul SI9)J0M uoISud)xa 0} }oddns |eajuyoa) | -9 | 39In0Say uewnH

$S2901d Judwabeueyy JuswysaAu|

UOIIeILII JO SUBI

aping Bu1109g pue 3INPadoid JUIWSSISSY

92UBWIOHIAJ JO JojeaIpu]

ON

ainseap\
99uBWI0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

sisod ubis pue a1sem

0

2109S 95|39 10 G 9409S SIDWLIR) AIRIDI2US] 3y} PUOWE SIUIBIU0D 3)SEM
|EOIWBYD-010. JO 3SN ‘UOIIBAISSUOD J31BM JO SWLISY Ul WR1sAS Jo Aoualolyya
“b 3 AjJapienb syoedwi uorebiiul JUSWUOIIAUS PaJojUOW Sey 97 au} |
"$I3UIBIUOD D}SEM [BIIWSYD JUBYNS3I JO

JUswabeuew Se ||am Se Juawsabeuew S|ealwayd-01be pue uoleAIasuod
J31em Jadoud 92110e1d siawle) 1eyl AJLIaA pue sisulie) € USIA pue ajdwes

G 79103s winuixey

OILA J0 [2S0dsIp 'SJ13UIBJU0D D)SEM slawle} Alerolyauaq ay) bBuowe Ss1auleluod 0l
10 Se3lE PaNazeg e |e9IWBYD JUE)NSal JO Juswabeuew pue sjealwaydolbe Jadold (q) 8)seM [BIIWBYD-0I0E JO 3SN ‘UONEAIBSUOD -2102s Wnuixep
SUSIA JoWle e PUE 'UOI1BAISSUOD J31eM Jadold (e) 191BM JO SWIS) Ul WI3ISAS 3y} Jo Aouaroly)e spaenBajes
~ spoda 10NPUOD SIWLEY 1By} PaINSUB 3y ayy Jayieym | 03 Ajislienb s1oeduwi uonebiurjuswuoliAue fyajes pue
BULIOJIUO [B100S auIWIR13p 01 S1Iodal auel|dwod pue HuloIIUOW JUBWUOIIAUS M3IASI paIojiuOw Sey g 9y} Jey3 s0usping yeaH ‘|e1aos
PUE JUSWUOIIAUT e | PUB UIRIGO U331JJ0 JUSWUOIIAUT /1usWIIeda( 92In0Say [BinieN ayl Wo. -1oedw| Juswuouiaug uonebiu) buuoyuopy | 6 ‘Jusawuoiiaug
*0 2409S 35|39 10 L 9409S 13w 3. (11l) 0} (1) J|
A4 Buiwod ayy 1oy s196png 97 ay3 Ul paloayal a1em spuny buipuny-09 (i1
Ad snoinaud sy}
Ul (SJauiie) Mau Jay1o Jo Juawdinba S Jo suoiisinboe dn-seds 01)
saul[apInd |SI Buimoy|o buipuny-00 Jawiie) ayy pazijin sey 973y (1)
uore|jeisur uswdinba a1043q 01 :9109s winwixepy
TN NI Buipuny-09 413y} 199W SJawlie) ey painsua sey 97y (1) A4 BUIW0D 3 Joj s136png 97 3
JABA | Ul pajoa|jal asam spuNy BUIPUN}-02 JeY) PUE A4
'saulapInb | snoiaaid 3yl ul saulpinb |y Buimojjo} buipuny
" m:o_\w__\u ® | 5y sad se pazijan pue pajesojje usaq sey buipun}-00 siawiie) 1eyy AjsA | -09 Jawle) 3yl pazijiin Sey 973y} ‘uoie|eisul
a1 101 suodas | & 1Jodas souewload 19bpnq ay1 mMalAs) pue uielqo Jauue|d 1013SIp wol | Juswdinba a104aq TN NI bulpun}-09 118y} 18aw
souewoiad 196png e Jauie) ayl Aq pied Junowe [enjoe | SISWUEIEY] PIINSUS SBY {7 9y Jey} 90usping
sall} Aj11aA 01 119031 8Y) M3IAS] pUe uoINgLIU0D siawle) paloafoid sy sauljapinb 19bpnq 3 yuesb awwesbosd
105(0Jd Aseroljsuag e | sulwIRIBp 0} 3|1 103f0id AJe1DIyBUSq BY) MBIASI pUB UIeIqo JyS 8yl Woi4 | -qns ay) Jad se uipuny-09 jo Juswabeueyy | g
ainseapy
UoNEeIYLIIA JO SUBI aping Hu1109g pue 3INpadnid JUBWSSISSY 90UBWIO}IA{ JO 10jB3IpU] | ON douewlo}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

*0 2409S 3S|3 10 (| 9409S (UOIIBAISSUOD

131BM JO SWI3) Ul [SIAl JO AouB101J3 ‘92In0S Ja1em Jo Aoenbape ‘SHST

0} 30uaJaype Juawdinba sy} Jo Aljeuoriouny :3pnjoul 0} seale Ay)
Juawdinba |SI pajjeIsul |je siseq AjJanienb e uo palojuow sey 973y} |

01 :9103s wnwixeyy

(uol1BAIaSUOD
J91eM JO SWIS) Ul [SIAl JO ADUBID1Y)S ‘92N0S Jajem
J0 Aoenbape ‘SHS3 01 souassype uswdinba

'S10d31 3y} Ul SI1eyM AJLISA pue SIswle) G JIsIA pue sjdwes e 341 Jo Aljeuonouny 3pnjoul 0} seale Aa) 0c
SIN paIoNUOL 1awdinba [ pajjeisul |je siseq Ajarienb :9109s wnuixey
spodal uoisinRdns a1am 1ey) uswdinba [SI JO Jaquinu 3y Ysi|qeIss 0] A Snoiraid € U0 palojuow ey g 9yl 18y} s0UspIng Moddng
pue bulloluapy e | 3yl 1o} suodas burioyiuow Ala1ienb syl MaIAS) pue Uleiqo 3yS woi{ e | “siawsey 0} poddns |eajuyaa) pue buuoyuopy | ‘1L pue ybisiang

G :2109s winwixey

*0 2409S 3S|3 10 G 9403s 0} papu0dsal pue pajehsaAul 0} papuodsal pue pajebisanul

P3pI0J81 HIOMIUIEL) SSAIP3I 30UBASLID 97 UL Ylim Bul| Ul paliodsal 'D3PI003] HIOMBLIEL} SS3IPal d0UBASLD 9

U93Q 9ABY S30UBALID UOIIEDILI 3|BOS-0J01W :S30UBASLID UOIIEbLL aU} YHIM 3UI| Ul 3UI| Ul papodal Uaag ey

9[e0s-0J01W DUISS3IPPE JO WSIUBYIBU B PAYSI|qeIsa Sey 97 3y | $90UBA31ID UONEDIUI 3|BIS-040IW :S8IUBASIID

"0} papuodsal pue paiebisaAul | uoieblilll 3|eds-0101W buISSaIppe JO Wslueydaw

'POPI003I 3I9M S30UBAILID JUIBUM %03Yd pue ssoueAsiib jo HoT syl B PaysI|qe1ss Sey 97 3y} Jey} s0uapIAg

SN ® M3IAS] PUB UIB}GO 13010 SSBPaY 0UBASIIG pajeubisaq sy} woi4 ‘WISIUBYIAW SSAIPaI 3ouBA3D

bo730ueASlI9 @ e 0g) syl woi 3y} jo Ayjeuonouny pue uawysijqelsy | ‘0l

ainseap
UOIBIIJLIDA JO SUBDIN aping Hul109g pue 31Npadoid JUBWSSASSY 90UBWI0LIA JO 10)RIIpU] | ON aouew.oydd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

"0 2409S 3S|3 10 Q| 9409 13U 3. (Al) 03 (1) J|

‘punosb
31 Uo e1ep pue syodal [eaisAyd ayi yim sayorew juswdinba
ISIA JO UOIIE|[BISUI JO SNIBIS BY} UO S BY} Ul uonewlojul ayy (A1)
SIN 8y} Ul sy wolk
pajidwod uonewloul buisn spodai AJarienb pasedaid sey 978y1 (1)
S| 3y 03Ul UollewIojul 977 91ep-03 dn passiua sey 973yt (i)
131311 JO UOISSIdXa Jawle) pue SadIAIas Alejusawa|duiod
Jo uoisinoid ‘pajjeisur Juswdinba uonebir jo Aljeuonoun)
‘pue| parebiur Aimau uo Ajisyienb uoiewlogul $109)j00 973y (1)

J1 AJLI3A pue %oay)

PILIWIQNS SI UOIeWIOUI
douewlopad 977 a1ep-01 dn Jaylaym auiwia1ap Lodal I 8yl Woi e

01 :2109s wnuixepw

"0 9109S 3S[3 10 (0 2109s 12W (A1) 03 (1) 4
"punolb sy} uo eyep pue syodai [eaishyd sy}
UHM S3U01ewW UOIe||eisul JO Snieis ay} uo SIN
Y} Ul UOITBWIOJUI 3Y} PUE ‘S|l 3U} Ul ST WO}
pajidwod uonewloul buisn spodal AjJarienb
paledald sey 973yl ‘S| 3Y1 01Ul UOIeULIojUl
977 91ep-01 dn paJsiua Sey 97 8y} ‘1Sal81ul Jo
U0ISS31dX3 JaWwIe) pue $a0IAISS Alejusws|dwod
Jo uoisinod ‘pajjeisur Juswdinba uonebi Jo

110d31 G|\ @ | 1S3131UI JO UOISSIdXa Jaulie) pue $adIAIRS Aleuawa|dwod Jo uoisiAoid ‘
splodal p3|[e1sUI Juawdinba uoneBLul Jo Aljeuoiiouny ‘pue| pajebiil 971 Aujeuonouny ‘puej pajebil Ajmau uo Apizyiend
BuLojUOW pUe | J9A0D pue pa|idwiod ale A3y JayIaym auIIR1ap 0} spodal Butiojuow UOIBWLIOJUI $199]100 ] 34} 1By} 20UIPIA]
uoisiAladns Ajarieny e pue uoIsIAIRdNS Apialienb MaIAal pue UIRIqo 3y'S Pue SI 8yl Wold e Buniodas pue uonew.oyur Jo uondL|09 | “ZL
ainseapy
UOKBIILIA JO SUBSIN aping Bu103S pue 31Npadoid JUBWSSASSY 92UBWIOLIA JO J0jedlpu] | ON douBWIONAd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

s1abiel JIvYIN @
UOI1eAJ3SqO pue
uonebisaAul piel4 e

"0 9109s
35|39 10 G @103s A4 Snolrdid ay) Jo) s)abley bululely [euoiinyiisul s Jauwie)
pue JaWLe) 4yYIA 19W pue paules} sey Juswilieds( uononpoid sy |

JISIA S JIOM UOISUIIXS Y} WIIJUOD 0} 400q SI0NSIA 3y} PUIMBIASY e
paJeys syonpoid sbpsjmouy sy} buimainsy e

Jus3u00 bulutesy
3} pue P33onpuod sem Bululel} 3y} JaUYIBUYM UO SIaue) sy BuimalinRiul e
‘Aq paulely aam Aayy
12y} UIB}I90SE (S|00YdS plal) Jawlie)) suonnyisul siswey pajdwes ay) woid

%004 'sjenuew ‘s1aA|} ‘soapIA
SIONSIA p3l Joulie] e AAIlBWIOLUI ‘S3INY201q “Ha siawlle) 01 s1onpoid abpajmouy pajleAy e
Selnuiw SJaWJe} JO Jaquinu 13s € 0} bulutel) passalRq e
bunssw uswiiedsq e SJaWle} JO JUBWSSaSSe spasu A110eded pajonpuo) e
aseqelep Jawle4 e e G :2109s winwixey
JodaJ buiuies] e ‘
Bulll 1841 Aj119A 0} SA4 snoiasld ay) Joj spodal Apispienb pue ‘sinpayos buluresy A
2INpaYas CH__CO_MM ¢ "10d3) JUBWSS3SSEe SPadu bululel] Yl :M3IA3J pue ulelqo 0dd 8yl woi4 | snolaaid ayi Joj s1abiey buiuiely jeuonninsul
JUBLISSISSE SPAaN @ ‘pa1onpuod buipjing Ay1oeded [euonniisul sjawle) | SASUWIES PUB JIULIBY ]YVIN oW PUE pauled}
(41 01 pa1HIgNS) PUE J3WIEJ JO 3INJEU PUE JaGUINU 3U) YsI|qe1sa 0] 1iodai Juelb uoisue)xa | SeY Juswliedad uononpold ayl 1ey) 80uapiAg 0¢
1iodal Juelb uoisualxa aInynalbe Apisyienb (1) pue ‘A4 snoiasld ayy 1o} Buiuiel) uoINHISUI SISWIe) ‘Buipjing -9109s wnuixepy
alnynoube Apsrieny e pue Jawle} ayy o} s1ahiey 979yl (1) :MIASI pue ulelqo 41N wol4 | Ayioeded jeuonninsul Jauwiey pue sawged | °|L Anjend
awoalnQ JIAIRS
ainseapy
uoneayLIdA Jo sueapy aping Hu1109g pue 3INpadoid JUBWSSASSY dJUBWI0}IAd JO J0jBaIpU] | ON aoueunojiad

"SIUSWUIDA0S) [0 JOMOT 7 1SEI| 1B WO} SAYIS |ell) ‘Siawle) buipnjoul SUSIA pialj (G) 9A1 1ses)| Je axew pue sjdwes :buljdwes uo aouepinb ||essnQ
S9IIAI9S UOIJINPO.Id JuaIdLyyg pue Ayjend ‘9]qiIssaday Jo A1aAI[aq 3SIAIJUDIU| 0) S10)edIpu] pue SNd  £°€

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

suodal [eubiq e
‘Abojowolus
'sd010 }001SaN|
‘3In}naenbe/saliaysly

*0 3109 3|3 10
HIVVIA 01 paniwigns pue pajidwod ale syiodai anoge ay) Jo Aue Ji G 21098

"(kdod
paduiels Jo 30UspIA3) H|YIA 01 PRGNS pue Pa1aa)||od SI e1ep sIyl I Ajlia

sjodal Abojowoz (p

suoseas doly (0

Y0018l Alyiuopy (q
alnynoenbe/saliaysly ainyded Ajleq (e

_— ==

G -9103s winuiixepy

sylodal Abojowoz (p)

suosess doly (9)

so03sani| AjLpuon (q)

alnynoenbe/sauaysyy ainyde) Ajieq (e)
s1003 Buinmojjof 8y buisn 41y
01 spodas spwgns pue ‘uolzonpold pue
9bealoe Uo SOIISIelS pue elep [einynalbe
SHWQNS pue S199]|00 97 1Y} 30USPIAT

aInyded ‘uo syoday e s1odal BuIMo||o} 8Y1 M3IAI pUE UIRIQO Od( Wol4 | JIVVIN 0} elep jein}naube jo uoissiwgng | €
*0 2403 3S[9 10 G d103S A
SNoIAa1d 3Y1 pue auo INg A4 SNOIAId BU} USIMIQ SISXIOM UOISUSIXD 3y} Aq
parloddns pue payoeal siawle) o abejusdiad syl pasesloul sey 979yl |
"Ad snoiaaud
31 pue 3uo Inq A4 SnoiAaid ay) Usamiaq asealoul abejuadlad syl a1ejnaje)
90UB|I9AINS 9SEISIP PUB 1S9d @
‘uollippe anjeA pue buissaooid ‘sabexul| 19xJe e
‘buipuey 1sansey-1sod buissauleH e
‘uoiionpoJd uleyo anjep e G :2109s winuixey
'uonoa|as asidislug e | x4 snoiraid ay) pue auo In snoinaid o
suodas Alyiuow . 5 | Ad 810! HLp N E\A Lodd it
swwesBoid-qng e 'Seale BUIMO||0} B} Ul SISD1J0 | US3MIQ SI9xJoMm UoIsuaIxe ay Aq parioddns
SV uoIsuaIxa Ag parioddns pue payoeal Siauiie} JO JIaquunu ayi ysijgeisa pue payoeal slawley) Jo abejusdlad
0} PaIIWIGNS — 1ioda) 0} A4 Snoinaid sy Jo syodal Apisiienb malaal pue uleiqo ‘0da wo. 39U} paseaJoul sey 97 sy} 18y} S0UsPIAT
Juelb UOISUIXD 's97Aq paniwgns SI}I0M
aInynouby Ajsren) e su0dal Juelb uoisuaixa ainynaLby Apa1ienb syl uielqo 41yyN Wold | uoisudixa Aq siawiej o} Joddns |eajuydsa) g
ainseapy
UoNEBIYLIIA JO SUBI aping Hu1102g pue 3INpadnid JUBWSSISSY 90UBWIOYIA{ JO J0jeaIpU] | ON 2ouewnoyiad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



Office of the Prime Minister ® @

suoday |eluswiyedaq

- \_A__%tmw_o “ *0 9403s 35|39 10 9 3109s A4 snoiAa.d ui sasodind Buiules) 10}
HEOUISA PI9L S9YIS 9S8y} PazI|in dABY SIaW.e) pUB ‘S3MS 9y} JO YOea Je Bululel) jawle) )
B0UBPIAD [€110101d pu 86%:8 sey 'SaS |1} pue co;m:wcoc_% S)nsal [eUONOUNY .mm.c 973y3 4 9 01035 UINUIXEH
$199S S0UEPUSHY @ S . . “A4 snoinaid ur sasodind
5_%8582 a0e|d 400) SYISIA Jaweq e | Huiules| 10} SANIS 33y} Pazl|iin dAeY SIWLIe)
mB_Mw%w@ﬂwﬁuﬁw ° 'UO1IPUOD POOD Ul pUE [BUONOUN} SI 3)IS UOHEISUOWSP 3YL @ puEe 'S3lIs 3say} JO Yoea 1e buluies) Jaulie)
341 185000 SIONSI) @ J3Y18YM | Palonpuod Sey ‘salis [el} pUe UOIBISUOWap
Sanljioe) UIE1IOSE 0} S3)IS UOIIBIISUOWIP 7 1ses| Je 3jdwes ‘paulelqo sl sy} woi4 S}NSaJ [BUOIOUN} SBY 97 1By} 30U3PIAT 0z
uoljeLIsuowap 'SOIS |ell} pue S3)IS [eL) pue uonessuowap -9102S Wnuixep
JO KIOJUSAU| @ | UOIIBJISUOWSP S}NSaY, JO AI0JUSAUI BY) MAIABI pUB UIRIGO ‘Ddd By} WoI s)nsai, ay} jo Ayjeuonouny | g $S990Y
*0 9103s 35|9
10 G 2109S 30UE||IBAINS 3Y} WOJJ SBUIPUL) UO PISE] SUOIIE SAI}IDII0I USXE)
saInuIw pUE 90U1INJJ0 3SEaSIP pue 1sad U0 J0UE||IBAINS PAIONPUO SeY 978y} |
OHILUWOI [loUNGY e S9SBaSIP PUB $10]03A ‘S153d [011UOD PUB 30NPaJ 0] S0UB|[ISAINS
spoda) moc%_mc_ ® | Jo spodai ayy uo [19Un0d Aq U3 E] SUOIOE B} PUE [19UNOY) ) JO 331HWIWOD § -9103s Winuiixep
Juewedaq Mn_msw o | JUBrSRIBY O] PajUasaId 219M 3SEaSIp pue 10}0aA ‘S3sad U0 SpI0dal Jaylaym 30UE||IBAINS 3Y} Wo4 SBuipuly
1iodal mméw___m;sm AJ119A 0} S3INUIL [I2UNOD MBIAS] PUE UIBIGO [10UNOJ 0} %3]0 B} WOl U0 paseq SUONI. 9AI}081100 UdMe) pue
doso Aayienp e ‘A4 SNOIAS1d B} Ul 90UE|[I9AINS 3seasip pue | 39U81IN000 3SEsSIP PUe 1$3d U0 S9UE|JIBAINS
(§001S9AI| | 10103A ‘S1sad pa1onpuod JusWIedap 8y} UIYYIM S)IUN ARSI 8y Jaylaym Pa10Npu0d Sey 91 3y} 1ey} souapIng
10}) ddy IyNg @ 3UIWJ2)3p 0} spodal aouewlopad Aia1ienb mainal pue uieqo 0dqg Wwo.4 “30UB||19AINS BSBASIP pue 10)93A 1S9d | ¥
ainseapy
uonealyLIIA Jo sueapy apin9 Hul103g pue 2INpaloid JUBWSSISSY 20UBWIOYID JO J01BIIpU| | ON 20uewl0}idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

s101glyxa-0lbe J0 1S @
suoneziuebio
J3WIe} pue S1awley Jo
SEIN[ETE IV IV
"S1S1| 90UBpUSNIE
pue sojoyd yum
SuonIgIYxXa pue
SMOYS |ednynatibe

"0 2409S 3S|3 J0 § 3103s J3Yy1300) S1030e dWwWelHoId-gns Jayj0 pue Sisw.le)
buibuiig 1e pawie sAep pjaly JaWIe) pue ‘suonIgIyxa ‘SMoys |einynatibe
se Uons A4 snoiasld sy Buinp S1usAs ssausieme paziuehlo 97 au3 |

sydesboloyd uoniqyxy e
papualie 1eyl syuedionieday) e
syuedioned paisbier sy e
30e|d %001 1l 3IBYM @

90e|d 400} JUSA3 3} UBY\\ @
1U9A3 31 JO dWaY|

‘AJIaA 01 Jay1eh01 slojoe/siakeld swwelbold
-gNs JaY10 pue siawle} Jayiaboy buiig 1eyl SUonIgiyxs pue SMoys |eanynalibe

8 :2103s wnuwixeyy

13419601 S1010E swwelbold-gns Jay1o

pue slawJej buibuliq 1e pawie shep pjaiy
J3WIB) pUB ‘SUONIGIYX3 ‘SMOYS |BInynaLibe
SE |ans A4 snoinaid ayy buninp syuans
SSaualeme paziuehio 97 3y 1Byl 80UaPIAJ

uo suoday e SE 4ONS S)UIAS SSaualeme UO S10da) MaIASI pue uleiqo ‘0dd sy} wold *SJUdAD ssaudieme jo uoneziuebig | -/
*0 21095 3S3 J0 9 BI0IS (JUBWISSISSE B} 3I0J3(
Ja1lenb auo pajepdn) siapinoid 301 /siaheld A3y o uonewlojUl pue elep
91ep-01-dn paziaignd pue pajiduwiod ‘pa1ds||09 sey Jualiiedsq uonanpold ayl j|
"paz1o1|gnd sem 1s1| 3y 18y AJjLISA 0} Siaue) pajdules syl MaIAIRIU|
'A4 snoinaid ayy ul
9pe 31U MaU Buimainal Ag 21ep-03-dn SI I Jay1aym AjLIaA 183siDa1 ay) woi
slawJej pajduwes e . ‘ 9 :2109s wnwiIxep
977 9y} Ul ‘S0UBINSUI pUB SUOIINHISUI S0ueUl) 31N NoLby e :
SJapIA0id S0IAISS ‘ (JuswSssasse
G SUBWIaI6e pUE ‘SISPIA0ID SDIAISS UOISUSIXS d1eAlld @
IoMaUEl /(non) '$10$$9001d-0108 ‘S19[eap-0Jhe aunuab Jo 3|yoid e 3} 21042 1a1enb auo pajepdn) siapiroid
v_@c_ncﬁm_wuma_\w_o 'suoneziuehio yoieasay e | 90IAIBS/SIake|d Aoy UO UoIBULIOJUI PUE Blep
epUEIOWaJY pIEA apnjoul siayjo | 2¥ep-01-dn paziongnd pue pajiduwiod ‘pajos|jod
sJapinold Buowe pjnoys 1l 8 | S39IAISS UIEIO UBD SIULIE) aJaym S1apiAoid 20iAas | SEY JUsliedsq uoionpold auyl 1ey} susping
0IAJ3S JO S121SI03Y @ | 3] Sapnjoul pue Jus)sixs sI aseqeiep ay) ji AJliaA 01 s1apiroid 90IAISS pue ‘s1apinoid aainias/s1akeld
° s1ahe|d Aoy ay) Jo aseqelep/A1isiDal aY) M3IASI pUE UIB1qo ‘0d(d dy} wol4 K3y uo uonew.ojui pue ejep ajep-o}-dn | ‘9
ainseapy
UonEeIYLIIA JO SUBI aping Hul102g pue 3INpadnid JUBWSSASSY 90UBWLIOYIA{ JO J0jeaIpU] | ON douewnoyiad

-
<
o}
=z
<
=
-
P4
L
=
9]
[72]
L
[2}
«0
<
Ll
o
=z
<
=
o
o
L
o
L
o
>
o
[e1)
=
—
L
(=]
L
<
>
o
L
(2}
L
o
—
=z
L
>
L
o
<
=z
<<
=
—
=
i)
=
P4
o
L
>
o
o
-
<<
(&
o
-




Office of the Prime Minister ® @

S977 pa|dwes
WOJJ UONEBINIISA @
S19151031 19SSy @
suodal souewlopiad

*0 2403 3S[9 10 G 3103s A SN0IA3Id By} Ul

Juswdinba a1seq yym JJeis uoisuaixs paddinba pue ‘paje|ioe) sey 97 ayi |
'S} UOISURIXD

pue ‘s|00} ‘sauoyd/s1a|qel ‘ssjokaiolow ‘Buipnjoul uswdinba aiseq ayi aney
A3y JaY1aym AJ1I3A 0 JJBIS UOISUSIXS Sy} M3IAIS}UI ‘977 pajdwes sy} wo.
SIINIBS

UOISU1X3 0] pa1edo||e Juswdinba sy} wiiuod 03 J91s1631 19SSe 3yl ulelqQ
'JJe1s uononpold

10} 5100} pue Juawdinba buiAng 1o} pazijin pue pajedo||e aIam $32IN0Sa.

G 79103s winuiixepy

A4 snoiaaid sy ur uswdinba

ISeq Y1IM JJeis uoisualxa paddinba pue
‘pa1RI|I9B) SBY 97 31 1BY] 90USPIAT
*s9]0. J19y) wioyiad

196png [enuuy e | 1eyy AjiaA 03 spodal souewlopad 196png [enuue ay3 Uelqo Odd ayl woi 0} SI19)10M UOISUD)XD Y} JO uoneyMoey | oL
"0 9109s 3|3 J0 G 3109s pako|dap ale Ay}
9J3YM ST 3Y1 Ul S3DIAIBS UOISURIXS BuIpIA0Id 318 SI9JOM UOISUSIX3 3y} |
977 pajdwies .
G 9103S wWnuwixep
31 Ul SI9YJOM UOISUDIX3 3yl AQ paniwgns sylodal AjJa1enb syl mainsy e :
fiepg e }00Q 20UBpUSNIE 31 MAIASY e pakojdap aie Aay) asaym
spIeog mu:oz o 977 S977 9y} Ul S3JIAIIS UOISUSIXa bulpiroid
syoday zaﬁ.m:o e | 9l UISINIOM UOISUIIXS JO SSWEU 3y} AJ1ISA 0} PJEO] 32110U 3Y} MIINSY e 9J8 SJ9)IOM UOISUIIXa oy} 1ey] a0uapIAg
%00Q 30UEPULY @ S977 0M] 1Se3] 1 MISIA pue 3|dwes *finp o) dsuepualy | 6
"0 2109s 3|9 10 G 3103 A4 Snoirald 3yl buunp 977 G :9109s winwixep
3y} JO yoea ul pako|dap sem JI0oM UOISUIIXS U0 1Ses| 18 PaINSua 973yl J| Ad snoinaid ayy Buinp 977
'977 49d JJBIS UOISUSIXS | 3Y} JO YOBa Ul paAo|dap Sem Joa)JOM UOISUIXD
SUONINNSUI BUNSOg e J0 JuaWAo|dap ayi AjLiaA 01 1s1| JJe1S a3 UIeIqo OYHJ pue 0dd 3y} woi 9U0 1S3 1B PaInsua 97 3y} 1Y) S0UspIAT
18I 1je1S @ SI9)JOM UOISUIIXS JO JUBWINIORI AJLISA 01 *SI9)IOM UOISUD)XD
S3|l} [SUUOSIS @ |  SIOYJOM UOISUS)X3 JO S3|Ij [SuU0SIad 8y} M3IASI pUe UIBIqo ‘OYHd 9y} Woid |eanynaube jo yuswAhojdap ajqeynby | g

0c
:9J09s Wnwixep

931N0S9ay uewny

$S930id

Juawabeuepy Juaw)saAu|

UOIIeILII JO SUBI

aping Hul109 pue 3INPadoid JUIWSSISSY

99UBWIOIA JO Jojealpu]

ON

ainseapy
d9ueWI0}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

9911WW09/$3IN30NJ1S

*0 9403s 3S|9 10 § 9103s buluiel) ybnoiyy

S31}1|1084 3S3Y} JO SAIIRIDIBUI] Sy} 0} SAI|10€) [BANJONIISEIUI [BINY NIl
3y} JO JUsWabeuew pue RO uo 1oddns [ealuyaa) papiaoid sey 97 ays |
sJay10 buowe suondiosgns pue ‘SISqUIaW 331HILIW0D 3y}

JO SSaUISNQ 3Y1 ‘99110 8y} JO S3INUIW 3Y1 BuimaIAal ‘ybnoly} $ain1onis

G :9109s wnwixey
buluien

ybnoJy} Sal|10ey 9S8y} JO SaLIeIdNaUq

3y} 0] SaI}I[19B} [BINJONIISEIUI [BINYNDLIBE
3y} JO Juswabeuew pue 'R0 uo Loddns
[e21uya8) papiroid pey 978y} 1ey} a0Usping
(saysnio

Juswiabeuew
201 10 Somnu @ Juswabeuew ayy Jo Ayjeuonouny ayl AjlIaA saiy|ioey pajdwes ay) 1y 3110 ‘Syue) dip ‘S3101s BUng AIUNLIWO
$400q 1S papinold aJam g pue Lioddns ‘uoisiniadns JIAJUSA | sqeis JajyBnels ‘'sayis Buipue| ysy ‘S1ejuao
spodal Buluiel| e 0} U[E}33SE 0} 400q 311 3U} MIIASI PUE UIBI]O S3IM|10B) pajdues 3y} 1y UOIIPPE aN|eA ‘S1ax/ew ‘Saiijioey buliajem
ainonJsedjul "S3I[10.} 3N1ONJISEIUI B} JO Juswabeuew [leunwiwod “b9) sarmjioey uononpoud jo
uononpoid jo1si e pUE |\30 UO Uaxe1Iapun Bulules] JO 30UPIAS 8y} UIRIGO 0dd aY} Wwol4 | judwabeuew pue aoueudjuiew ‘uonesadg | "¢l
"0 @109S 333 10 G 3I0IS $AINJON.IS JUsWabeUBW
Jadoud aney pue [euonauny aie saiyjioey uononpold aignd ays J| G :2109s wnwixepy
syodal Ajjsienp e > £ q
sonyoey pajdues 1I[BUOIIOUN] YSI|qe1Sa 0} A1Ij10R) BUO 1SE3| 1B USIA pUE 3jdwes $aIN1oNAS 0l
e LONBAIBS]Q) @ 'SAUSNIO 3[}}eD ‘Syue) Juswiabeuew Jadoid aAey pue [euoiouny :2109s winuixepy
spiodal uoisiniadng e | dIp ‘sa101s buying Auunwwiod ‘'sges Je1ybnes ‘sauis buipue ysiy 'sieiuso | 248 SONIORY uononpo.d djgnd Jeyy 90uapiAg sanjuawe
sanijioe} uononpoud UOIIPPE 3N[EA ‘S1ayJeW ‘Sa1I[108) BulIaleM [BUNWWOD O} PaYIWI| 10U 318 "sal|Io.} jo Ayijeuonouny
10 KIOJuSAU| e | 1nQ apNjoul 3say} ‘sall|ioe) uonanpold a1jgnd Jo 1si| e ulelqo 0dd ey} wol4 uonanpoud a1jqnd jo Ayjeuonoung | ‘gL | pue juawabeuepy
*0 2109S 339
10 G 3103s SI9XJ0M UOISUDIX3 0} Bulp|ing Ayioeded papiroid sey 978yl J|
S30UIRI} JOISIT @ $J9Y10 BuoWe ‘'sI91Uad Y2Ieasal 0} SUSIA p|al} U ‘SIn0} Bulules)| ‘SHISIA § -0100s UINWIXEN
syiodas Buiutes] e | 3BueYxa 'sweiboid Buiuren ‘ybnoiyy buipjing Aoeded yum papiaoid asam SJoiom uoisue)xa 0} buipjing
s110d3Y 1UBWISSASSY JJB1S UOISURIXa 3y} Jayaym Ajlian 03 spjodal buiuiey pue swelboid buiurely Ayoeded papiaoid sey 97 ey 80UapIAT
spaaN Aloede) e 's110da1 JUBWISSISSE SPadu bululel) ay) MaIASI pue uleiqo ‘0dd ayi wol4 | -yuawdojaaap jjeis pue buipjing Anoeded | “L|
ainseajy
UOIIBILJLIDA JO SUBBIN aping buli09g pue 3INPad0id JUBWISSASSY 90UBWI0}IA JO J0)RIIpU] | ON 99uewW.o}Idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL

74



Office of the Prime Minister ® @

sbunsaw Jo sanuIpy e

syodas buliojuopy e
syodal
uoneuawa|dwi

‘uoneziysuss ‘duiuies) e
Slawliey

AJerolauag Jo sisi e

dMV

*0 2103s S 10 Z 3103s UM paljdwiod ale 3A0qe SsiusWalinbal ay) J|

S90IAI3S DUISS00E Bl (SIawle) BunoA pue uswom bunoA 'siawley Japjoy
|[EUIS) 1BY) UIBLIDISE 0} SAOIAIDS BN} NJLIOE JO S3IIBIOIRUSY JO S|ie1R(] @
90e|d Ul aJe S9VIAISS [eInynalibe Jo Salieldlsauaq ay) buowe
SJ9W.e)J J3P|0Y ||BWS 3pNJoUl 0} S3INSE3W 1By} YsI|geiss 0 dMY 97 @
'M3IA3] pUE UIR1qO ‘90110 [eIn)nalby 973yl Wwolq e

S90IAISS DBUISS300E 31k (SIeak

Ge-g1) Siaulie) BunoA pue uswom

bunoA 1eY1 aInsua 01 SaINseaW
pajuswd|dwl sey 97 8y 1ey) suspiAg (q)

sbunasw Jo saInuIy e

"0 8109 3S|9 J0 Z 9103S SIVIAISS [eIn}NLIBE JO SaLIRIdIaUS] Y}
Buowe siawlie) Japjoy |[BUIS apnjoul 0} sainseaw aoe(d ur ind sey 97 ay) J

S3OIAISS |ednynalibe
JO S3LIBIDNAU 3y} Buowe siawiie}

9 /9103s Wnuiixew

syioda) 19p|0Y |[BWS 3pN|oul 0} S3INSesw spienbajes
uonejuswa|dwi 90e|d Ul ale $32IAJ3S [ean}ndlibe Jo Salleldlauaq ay) buowe 9oe(d ur 1nd sey 97 sy} 1ey} s0uspirg (e) fayes pue
‘uoieziisuas ‘buiuiel] e SI9WLIE} 19p|oy |[BWS apnjoul 0} SainsSesw 1eyl Ysi|qelss 0 dMv 911 "S9OIAIDS [eIn)naLibe yieoH ‘|e1oos
dMY e 'M3IASJ PUE UIB}GO ‘30140 [eIn}ndLbY 97 3y} Wol4 ul S1awJey 13p|oy |[ews Jo uoisnjou] | ‘G| ‘JuawuodiAug

01 :9103s wnuwixeyy

*0 9109S 3S|3 10 (| 9109S snoiAs.d sy} bunn

saulepinG Bunabpng ot 6 bunat o@h Q_ 1001 31035 A4 st Ad . _>LQ£ ulnp
e Bulue|] o snoiAsld sy} bunnp sauiepinb bunsbpng pue buiuueld 4N 03 pasaype | saulspinb bunabpng pue buiuued 4]y 03 0l
P syi0da) ue|d »1om pue s196png S uswiiledsq uolonpold ayl painsus 973yl J| | palaype uejd yiom pue s18bpng siuswileds( :9109s winuixep
souewoyiad 196png e 'sauljapInb ay) yum paljdwiod sainiipuadxa pue 186pnq 1uswiiedaq | UOHINPOId 343} Pansus 9 8y 1By} 8ouspIAg $321n0S3l
s1ebpng e uo1oNPoId sy} Jayiaym AjLisA 03 A4 snolasld sy} Jo 1odal souewloisd *sauljapinb [e1oueuly jo
ue|d 3om [enuuy e 196pnq pue ‘s1abpng ‘uejd y10m [ENUUY 3} UIRIGO JaUUB|d 3y} wol4 | 1abpnq pue suejd yiom ay) 0} 2oudBYpY | “pL Juawabeueyy
ainseap
UOIBIIJLIDA JO SUBDN aping bul102g pue 31npadoid JUBWSSASSY 90UBWI0LIA JO 10)RIIpU] | ON aouew.o}idd

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL



@ @ Office of the Prime Minister

UOIBINJLIBA P34 @
suodas buliojusw

pue buiuiel] e

$910U %0Eqpas e

*0 2103S 3S[9 10 £ @103S SISHIOM UOISUDIX3 dInyndLibe 3yl

0] |B2IUYI3) papIroid pue ‘palojusul ‘pasiaiadns ‘parioddns sey 0dd ayi J
‘papirod

1oddns ayy AJ1IaA 0} JJB1S UOISUDIX3 33} 0} Od( WO} SUOIIBPUSLIWODS) pue
S$310U %0Bqpaa} ‘s1odal bululel) 3yl MalAS) pue uleiqo s977 pajduies ayl 1y
"SIHIOM UOISUIXS 977 3y}

0} uoisialadns poddns papiroid 0dq 41 Ajisa 03 1odal bullojusw/Bulurel

Z -9403s winuwixep

") 2100S 3S[3 10 / 3100S SISNIOM UOISUIIXD
aInynallbe ayy 01 uoisiaiadns poddns
[ea1Uy03} paplAoid pue ‘palojusd ‘pasiiedns
‘panioddns sey 0d@ 8y} 1ey} aouspIAg

spodal uoisinedng e pue ‘syjodal uoisiAiadns pue Bullojiuow ay) MalA3l pue uielqo 0dq wod ‘uoisiasadns yoddns pue buniojuay | /L
*0 2403S 3S[9 10 £ d103S SIS UOISUIIXT
[eJnynaLIBY Jo Buliojuow Jap|oysyeIs-iinw palonpuod sey 97 syl J| / -9109s winwixep
‘burioyuow Jspjoysyels-inw ay ul pajedionted sQON pue (SSINS) SIVINISS UOISURIXS 14!
5|00} pue sisije10ads Janiep 103[gnS 3 OINdQ 981IWWOY U0IONPOId ‘UOIINPOId 10) [e1n}noLIbY Jo buiojuow Japjoyases -2109s Wnuwixep
15IpjoaYd Buniojuopy e | A1BI2193S 0] AJT d/J ‘0ad Bulpnjour siapjoyayels Aoy ay} 1eys uienaose -I}NW Pa1onpuod sey g1 9y} 18yl 90usping yoddng
syodal 01 $303(01d |BINYNOLIDE PUB SAJIAIBS UOISUIXS o) Sodas hurioyuow ‘979y) pue ybisianQ
bunioyuow Apispenp e 13p|0YaxeIS-1}NW M3IAS] pUB UIBIQO ‘90110 [10Un0) 01 343|170 3yl woi4 | Aq ybisiano pue ‘uoisiatadns ‘Burioyuopy | 9L ‘fouasedsuesy
*0 9409s 35| J0 g 3109s ‘S|E2IWAYD-0J0. JO JUsWaheuew pue Juswabebus
13p|oyaxels Juawabeuew aoueAaLIb Ul Bululel) Jo 39U3PIAS SI I3yl J|
bo7souenslg e 9 SI :209s wnwixep
sbunasw Jo saInulp e S|ealwsyo-o0.be Jo ) ’
suodal 1uswabeuew sy ul paulely aie sdnoib Jawle) 1eyl UIeladse 01 suoday e S|eaiwayo-0.be Jo 1awabeuew
uoneuawsa|dul 1uawWabebua Jap|oysyels pue Juswsbeuew pue JuaWwabebus Japjoysxels
‘uoleziisuas ‘buluiel] e 90ueAs1Ib Ul paulely ale sdnoub Jswiie) ey} UlelIadse 0} syodsy e Juswabeuew aoueAalIb ul paulesy
° 'M3IA3] pUB UIR1qO ‘90110 |eInnalby 973yl Woiq e ale sdnolb Jswiiey 1eyy 2ousping (9)
ainseapy
UoNEBIYLIIA JO SUBI aping Hul109S pue 3Inpadoid JUIWSSISSY 20UBWIO0}Iad JO J0}RIIpU| | ON doueuno}iad

LOCAL GOVERNMENT MANAGEMENT OF SERVICE DELIVERY PERFORMANCE ASSESSMENT MANUAL






OFFICE OF THE PRIME MINISTER

Plot 9-11 Apollo Kaggwa Road | P. O. Box 341,
Kampala, Uganda | General Line: +256417 770 500
Toll Free: 0800-100-350 | Email: ps@opm.go.ug |
Website: www.opm.go.ug
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